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Abstract 
For service businesses, a key goal is the consistent delivery of exceptionally high 
levels of service quality. A hospitality organisation that emphasises service in 
everything it says and does is more likely to achieve high levels of service quality, 
customer satisfaction and competitive advantage. This thesis applies a services 
management framework to the study of casinos. The research contributes to 
knowledge by examining the differential effects of employee interpretations of human 
resources (HR) practices on service climate and job-related attitudes.  
 
The research problem has three aspects. First, academics and practitioners need to 
better understand the internal dynamics that affect the development of an 
organisational climate for service. A positive service climate encourages desirable 
service-related behaviours. Second, although it is widely understood why human 
resource management (HRM) can contribute to positive organisational outcomes, it 
is not well understood exactly how HRM is connected with such desirable outcomes. 
In particular, this thesis explores the effect of the differential attributions that 
employees make regarding why their organisation has implemented its chosen set of 
HR practices. Third, research that addresses HR and service-related variables in the 
casino industry is lacking. Some evidence suggests that the casino industry has 
specific contextual characteristics that may set it apart from other industries in terms 
of organisational dynamics.  
 
The purpose of this thesis is to examine the impact of employee attributions 
regarding HR practices on perceptions of service climate and important work-related 
employee attitudes in the context of the casino industry. Further aims are to provide 
insight into the specific working conditions in the casino industry that have an impact 
on employee perceptions and attitudes, and to examine what causes these 
employees to make particular attributions regarding HR practices. The research 
questions to be addressed are: 
 
RQ1: What is the influence of employee attributions of HR practices on job 
satisfaction and organisational commitment? 
 
iii 
 
RQ2: How do employee perceptions of service climate explain the 
relationships between employee attributions of HR practices and job 
satisfaction and organisational commitment? 
 
RQ3:  What are the salient features of the casino working environment that 
have an impact on employee HR attributions, perceptions of service climate, 
job satisfaction and organisational commitment? 
 
The study is premised on a post-positivist perspective, with a realist approach to 
knowledge. The research design included a mix of methods in a sequential 
explanatory design involving two stages. The study organisations were two 
Australian casino hotels, “Casino Ace” and “Casino Baccarat”. Both participating 
casino hotels are located in regional and remote locations. Employees of these two 
casino hotels were participants for each data collection stage.  
 
The first stage was quantitative and explored the first two research questions. The 
data collection instrument was a self-report questionnaire designed to measure each 
of the variables of interest: employee attributions of HR practices, perceptions of 
service climate, job satisfaction and organisational commitment. A total of 443 
usable surveys were collected across the two data collection sites: 139 completed 
questionnaires at Casino Ace and 304 at Casino Baccarat (representing a response 
rate from the sample of 87% and 95% respectively). Data analysis techniques 
adopted to explore the research questions included confirmatory factor analyses, 
tests of validity and reliability, and structural equation modelling to assess the 
hypotheses.  
 
The second stage was qualitative and explored the third research question. A series 
of interviews was conducted with employees from both of the participating casino 
hotels. A total of 23 interviews were conducted – 11 at Casino Ace and 12 at Casino 
Baccarat. Thematic analysis techniques were used to analyse the data. 
 
Findings indicate that when employees attribute HR practices to a concern for 
employee well-being and a commitment to quality service delivery (the Internal 
Commitment HR attribution), higher levels of job satisfaction and organisational 
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commitment result. In contrast, when employees attribute HR practices to either a 
desire to cut costs and exploit employees (the Internal Control HR attribution) or the 
need to comply with external regulations (the External Compliance HR attribution), 
there is little to no influence of job-related attitudes. A positive level of service climate 
is highly related to the Internal Commitment HR attribution. Service climate is also 
positively related to job-related attitudes. Contrary to expectations, there is limited 
evidence to suggest that service climate mediates the relationship between HR 
attributions and job-related attitudes.  
 
Implications of the study are wide-ranging. The newly emerging theory of HR 
attributions has merit, although there appear to be contingencies and boundary 
conditions on the hypothesised relationships. Further research into employee HR 
attributions is warranted. The remote location of the two casino hotels appears to 
have influenced the results. This unplanned finding highlights the need for a better 
understanding of the impact of operating in remote location on workplace outcomes. 
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CHAPTER 1 – INTRODUCTION 
1.0 Background and justification  
Services are the mainstay of today’s global economy and, as the world’s 
fastest growing industry, tourism and hospitality are prime examples of the 
dominance of services. Service industries differ from goods industries in a number of 
important ways, in that services are intangible, they require the participation of the 
consumer in production, and consumption cannot be separated from production 
(Schneider, 2004). While hospitality organisations offer tangible products such as 
hotel amenities, food and drinks, they are in the business of providing a memorable, 
untouchable, experience for their guests. The guests must be present to enjoy the 
services of the organisation, and the guest ‘consumes’ the rendered services 
immediately they are delivered.  
Recognition of the fundamental differences between services and goods has 
led to a new perspective on the organisation and administration of enterprises – 
service management. This framework emphasises service quality and customer 
satisfaction as key organisational goals, and places the customer at the centre of 
strategic planning. The hospitality industry, although it has particular characteristics 
that make it deserving of its own unique field of management (Crick & Spencer, 
2010; Riley, 1996), can benefit from adopting a service management point of 
reference when developing management strategies. In hospitality, where customer 
contact is high, guests are affected by the internal organisational processes that 
affect the employees, their attitudes and behaviours (Schneider, 1980; Schneider & 
Bowen, 1985). Often, employees experience role conflict due to the incompatible 
demands of customers and managers (Schneider, 1980). A hospitality organisation 
that emphasises service in everything it says and does, and backs this position up 
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with the right training and resources, is more likely to minimise this conflict and offer 
high levels of service quality and, therefore, customer satisfaction. The current study 
will be of benefit to industry in that the knowledge gained has practical application in 
achieving superior business outcomes. 
For service businesses, a key goal is the consistent delivery of exceptionally 
high levels of service quality. While the elimination of variability is an achievable 
target in goods production, management of variability is all that executives in the 
hospitality industry can aspire to. Service organisations that develop a climate for 
service excellence facilitate the delivery of service quality by providing the optimum 
environment, systems, training and resources so that service employees are enabled 
to perform (Schneider, 1980). This thesis applies a service management framework 
to the study of a particular sector of the hospitality industry, casinos, and adopts the 
perspective that casino organisations can benefit from fostering a service-focused 
management strategy. The influence of human resource practices on service climate 
and subsequent outcomes is of particular interest.  
1.0.1  Research in service climate 
Service climate refers to the organisational policies and practices that support 
the delivery of service excellence (Lytle, Hom & Mokwa, 1998). Commentators have 
described it as the ‘missing’ or ‘integral’ link between internal dynamics and external 
service performance measures (Andrews & Rogelberg, 2001; Dean, 2004). This 
concept is receiving considerable attention in the literature as linkages have been 
identified with desirable business outcomes such as customer satisfaction, customer 
retention and increased profits (Davidson & Manning, 2003; Lings & Greenley, 2005; 
Salanova, Agut & Peiró, 2005; Schneider & Bowen, 1985; Solnet, 2006; Yoon, 
Beatty & Suh, 2001).  
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 The most successful service organisations are systematic in the provision of 
signals regarding their strategy, staffing and systems in order to align all participants 
to the same organisational mission (Dickson, Ford & Upchurch, 2006; Solnet, 
Kandampully & Kralj, 2010). As managers cannot supervise every interaction 
between employees and customers, the existence of a positive service climate will 
align employee attitudes and behaviours with organisational strategy and enable the 
achievement of an organisation’s service quality goals (Schneider, 2004). By 
designing and managing workplace conditions to engender employee satisfaction, 
commitment and other behavioural and performance-related factors, higher levels of 
customer satisfaction, perceived service quality and loyalty are facilitated (Paulín, 
Ferguson & Bergeron, 2006).  
Researchers in service climate generally accept the notion that service 
climate is positively related to desirable business outcomes, yet precisely how it 
develops is still a matter under empirical scrutiny (Schneider & Bowen, 2009), 
although there is growing consensus regarding commonly accepted antecedents 
(Bowen & Schneider, 2014). This study picks up on these gaps and opportunities in 
the literature – by examining organisational antecedents of service climate 
perceptions, as well as examining the relationship between service climate and 
important employee-related outcomes.  
1.0.2  Research in human resource management (HRM) 
Research in HRM has evolved over the last two decades from a purely micro-
level focus, where individual HR practices were linked to individual employee 
attitudes and behaviours, to a more macro-level focus, where the bundles of HR 
practices, or systems, are related to organisational outcomes such as customer 
satisfaction and financial performance (Hoobler & Johnson, 2004). Different 
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perspectives in HRM research include: the ‘fit’ approach (e.g., Ferris et al., 1998; 
Huselid & Becker, 1996; Huselid, Jackson & Schuler, 1997), where HR practices are 
vertically aligned with business strategy; the ‘contingency’ approach (e.g., MacDuffie, 
1995; Youndt, Snell, Dean & Lepak, 1996), where the specific industry or 
organisational context is taken into account and HR practices must align both 
vertically and horizontally; and the ‘competitive advantage’ approach (Becker & 
Gerhart, 1996; Lado & Wilson, 1994), which sees an organisation’s human 
resources as an inimitable source of competitive advantage and HR practices are 
linked to organisational outcomes through employee attitudes and behaviours.  
While it is widely accepted that HRM does contribute to superior 
organisational performance, the specific mechanisms and levers responsible for 
translating HRM practices and systems into performance are poorly understood at 
this stage (Bowen & Ostroff, 2004). Several authors have recently proposed that 
employee perceptions of HR practices and systems are likely to precede employee 
attitudes and behaviours in the causal chain (Bowen & Ostroff, 2004; Nishii, Lepak & 
Schneider, 2008). In particular, it has recently been proposed that employees, before 
they respond attitudinally to HR practices, make an interpretation as to why the 
organisation has implemented the HR practices that it has, and that this 
interpretation has a significant impact on subsequent attitudes and behaviours (Nishii 
et al., 2008). Correspondingly, the study extends and partially replicates previous 
exploratory research in this area. The two outcome variables of interest in this thesis 
are the employee attitudes of job satisfaction and organisational commitment.  
1.0.3  Casino industry research 
‘If you build it, they will come’ encapsulates the attitude that, around the globe, 
has traditionally been adopted towards the development, design and management of 
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casinos (Hinch & Walker, 2005). The explosion of new casinos, casino destinations, 
as well as other gaming-related activities in recent decades has created an 
unprecedented level of competition in the industry. Casino operators consistently rely 
on gaming promotions that offer high pay-outs to attract customers – but with the 
increase in operators, customers become de-sensitised to them. They can pick and 
choose which promotion at which casino to partake in at any given time (Lucas & 
Bowen, 2002). In the main, casino-related research focuses on factors such as 
optimum gaming product mix, sales promotions and physical facilities of casinos 
(e.g., Lucas, Dunn, Roehl & Wolcott, 2004; Lucas & Bowen, 2002; Roehl, 1996) and 
has only very recently considered the impact of employee- or service-related 
variables (e.g., Kale & De, 2013). 
Very little research focuses on casinos from an organisational behaviour, 
human resources or service management perspective. A few exceptions exist (e.g., 
Bai, Brewer, Sammons & Swerdlow, 2006; Taormina & Kuok, 2009; Wan, 2010), 
although the majority of these were based in Macau and were predicated on the 
substantial imbalance between supply and demand for labour following the 
phenomenal growth of the Macau casino industry in the last decade (Kale, 2007). 
One isolated study conducted in an Australian casino examined the linkage between 
service climate and customer satisfaction in casinos – a notable finding was that the 
opinions and attitudes of the casino employees were significantly less positive than 
those of the hotel and food and beverage employees, although the authors were not 
able to provide insight into this finding based on shortcomings in their research 
design (Kralj & Solnet, 2010). The current study is an opportunity to apply leading 
service management and HRM principles to the study of casinos in order to better 
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understand the unique features of work in a casino environment, and how these 
features impact on important service-related employee attitudes and perceptions. 
1.1 Research problem 
The research problem is threefold. First, academics and practitioners need to 
better understand the internal organisational dynamics that affect the development of 
a climate for service. A positive and shared service climate encourages desirable 
service-related behaviours and eliminates the need for constant supervision of every 
service encounter. The internal organisational dynamics that influence the 
development of a service climate are highly related to human resource management 
(HRM) issues, so it is necessary to link the separate streams of service climate and 
HRM research.  
Second, although it is widely understood why HRM can contribute to positive 
organisational outcomes, it is not well understood exactly how HRM is connected 
with such desirable outcomes. Examining the impact of employee perceptions of HR 
practices on responses to these practices is a pertinent new avenue for research, 
and in particular, this thesis explores the effect of the differential attributions that 
employees make regarding why their organisation has implemented its chosen set of 
HR practices.  
Third, research that addresses human resources and service-related 
variables in the casino industry is lacking. Competition for gaming and gaming-
related activities is escalating globally, so it is time to develop a better understanding 
of the impact of human resources and service management issues in order that 
casino organisations might compete more effectively through the delivery of service 
quality. Furthermore, in many of the newer casino markets, there is a scarcity of 
adequate and appropriate labour resources so careful consideration must be given 
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to how to leverage these resources in order to attract and retain valuable customers 
(Kale & De, 2013).  
The purpose of this thesis, therefore, is to examine the impact of employee 
attributions regarding HR practices on perceptions of service climate and important 
work-related employee attitudes in the context of the casino industry. Further aims 
are to provide insight into the specific working conditions in the casino industry that 
have an impact on employee perceptions and attitudes, and to examine what causes 
these employees to make particular attributions regarding HR practices. Accordingly, 
the research questions to be addressed are: 
 
RQ1: What is the influence of employee attributions of HR practices on job 
satisfaction and organisational commitment? 
 
RQ2: To what extent do employee perceptions of service climate explain the 
relationships between employee attributions of HR practices and job 
satisfaction and organisational commitment? 
 
RQ3:  What are the salient features of the casino working environment that 
have an impact on employee HR attributions, perceptions of service 
climate, job satisfaction and organisational commitment? 
 
Figure 1.1 presents the hypothesised model for this study, and below I 
elucidate each hypothesis to be tested. I present the rationale and justification for 
each hypothesis in Chapter 2 after an in-depth review of the relevant extant 
literature. 
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Figure 1.1: Hypothesised model 
H1a: Employee attributions that HR practices reflect the organisation’s 
commitment to service quality and employee well-being will be 
positively related to job satisfaction. 
H1b: Employee attributions that HR practices reflect the organisation’s 
desire to control costs and exploit employees will be negatively related 
to job satisfaction.  
H1c: Employee attributions that HR practices reflect the organisation’s need 
to comply with external and union requirements will be unrelated to job 
satisfaction.  
 
H2a: Employee attributions that HR practices reflect the organisation’s 
commitment to service quality and employee well-being will be 
positively related to organisational commitment.  
H2b: Employee attributions that HR practices reflect the organisation’s 
desire to control costs and exploit employees will be negatively related 
to organisational commitment.  
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H2c: Employee attributions that HR practices reflect the organisation’s need 
to comply with external and union requirements will be unrelated to 
organisational commitment. 
 
H3a: Employee attributions that HR practices reflect the organisation’s 
commitment to service quality and employee well-being will be 
positively related to service climate perceptions. 
H3b: Employee attributions that HR practices reflect the organisation’s 
desire to cut costs and exploit employees will be negatively related to 
service climate perceptions.   
H3c: Employee attributions that HR practices reflect the organisation’s need 
to comply with external and union requirements will be unrelated to 
service climate perceptions. 
 
H4a: Employee perceptions of service climate will be positively related to job 
satisfaction. 
H4b: Employee perceptions of service climate will be positively related to 
organisational commitment. 
 
H5a: Service climate will mediate the direct effect of HR attributions on job 
satisfaction.  
H5b: Service climate will mediate the direct effect of HR attributions on 
organisational commitment.  
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1.2 Summary of methodology 
I embrace a post-positivist perspective in this research, with a realist 
approach to knowledge. The research design I adopted for this thesis utilises a mix 
of methods in a sequential explanatory design involving two distinct yet inter-related 
stages. The participating organisations were two Australian casino hotels, operated 
by two different companies. As part of the holiday accommodation industry, these 
casino hotels represent one of Australia’s largest employment sectors (Davidson & 
Wang, 2011). Both participating casino hotels are located in regional and remote 
locations. I sourced participants for each data collection stage from the employees of 
these two casino hotels. Every employee below the level of general manager was 
eligible to participate in the research.  
 Data collection in the first stage was quantitative and related to the first two 
research questions. I selected participants using a convenience sampling method 
since I identified this approach as the most appropriate way to engage with the 
organisation while ensuring a sufficiently large sample for data analysis purposes. 
The data collection instrument was a self-report questionnaire comprising 47 items 
across four sections. I designed the questionnaire to measure each of the variables 
of interest: employee attributions of HR practices, perceptions of service climate, job 
satisfaction and organisational commitment, as well as important demographic 
variables. Each of the adopted measures is well established in the organisational 
research literature. I collected a total of 443 usable surveys across the two data 
collection sites: 139 completed questionnaires at Casino Ace and 304 at Casino 
Baccarat (representing a response rate from the sample of 87% and 95% 
respectively). The data analysis techniques I adopted to explore the research 
questions included confirmatory factor analyses, tests of validity and reliability, and 
structural equation modelling to assess the hypotheses.  
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In the second study I utilised qualitative data collection and analysis methods 
and focused primarily on exploring the third and final research question (the nature 
of the casino working environment), as well as any other important questions that 
arose out of the first, quantitative study. I conducted a series of interviews with 
employees from both of the participating casino hotels. A total of 23 interviews were 
conducted – 11 at Casino Ace (eight frontline employees and three in supervisory 
positions) and 12 at Casino Baccarat (six frontline and six supervisory). Audio 
recordings enabled full written transcripts to be made. Them, I subjected the 
collected data to a thematic coding procedure in order to group and analyse key 
responses. Once integrated, the results of data analysis from both studies provided a 
rich level of detail in order to shed light on the research questions.  
1.3 Definition of key terms 
 
A number of key terms and acronyms are used frequently in this thesis. To 
assist the reader in understanding their meaning as applied in the context of this 
study, Table 1.1 presents a summary of the key terms and their definitions.  
1.4 Contributions 
This study produced a number of significant contributions, some of which 
were not foreseen during the early stages of research planning and design. Broadly, 
this thesis contributes to the body of knowledge by: 
• furthering newly emerging research into the effect of employee 
attributions of HR practices on employee perceptions and attitudes; 
• identifying possible causes or antecedents of employee attributions 
regarding HR practices; 
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• gaining additional insight into the mechanisms responsible for the 
development of service climate; 
• and exploring the specific nature and context of the working environment 
in a casino hotel and its impact on important employee perceptions, 
attributions and attitudes.  
Table 1.1: Definition of key terms 
Term / Acronym Definition 
Affective organisational 
commitment 
The degree of psychological attachment that an employee feels 
towards their organisation. 
HR Human resources, the employees of an organisation. 
HR attribution 
The organisational motivation or reason behind the 
implementation of a particular HR practice, in the opinion of an 
employee. 
HR practice The specific activities, processes and procedures that an organisation implements in order to manage its human resources. 
HR system A bundle of HR practices. 
HRM 
Human resource management, an integral management function 
aimed at optimising HR outcomes for the organisation and for 
employees. 
Job satisfaction An affective state derived from an employee's positive evaluation of their job and their work.  
Organisational climate The atmosphere that employees believe is created in an organisation by practices, policies and procedures 
Organisational 
commitment 
The extent to which an employee perceives a connection with 
their employer; a function of how much the employee chooses to 
internalise key organisational values and characteristics. 
Personnel management 
A specialist function related to the management of employees, 
limited to one department in an organisation, predominantly 
administrative in nature. 
SEM Structural equation modelling 
Service climate 
The commonly held perceptions and beliefs of employees and 
customers of a company regarding the support, reward and 
facilitation of service excellence within the organisation 
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 1.5 Thesis structure 
In this chapter, I have provided a background and justification for the chosen 
research topic, as well as stating relevance of the study to academia and industry. I 
outlined the research problem, along with specific research questions to be explored.  
Chapter 2 comprises a review of the important literature on the central themes 
of this thesis: service management, HRM and casino-focused research. I present the 
conceptual framework and hypothesised model guiding the study and I introduce and 
support the major research questions.  
In Chapter 3, I introduce the two-stage mixed methods research methodology 
chosen for the current study, and provide justification for the methodology as well as 
detailing its limitations. I give an overview of data collection, sampling and data 
analysis for each stage, as well as a description of the development of the 
questionnaire utilised in the study. I also justify the choice of measurement scales for 
the first, quantitative study.  
In Chapter 4, I present the results of the quantitative stage of research. I 
provide the response rates and descriptive statistics of the sample as well as chi-
square analyses of differences between the two sub-samples (Casino Ace and 
Casino Baccarat). Using confirmatory factor analyses, I provide validation of the 
measured constructs and their reliability. I test the hypotheses through a series of 
structural equation models. I provide a preliminary discussion of the results, 
highlighting areas for further investigation in the second, qualitative stage of 
research.  
In Chapter 5, I present the results of the qualitative study. A series of thematic 
maps depicts the identified themes and I explain each theme using vignettes from 
the audio transcripts as supporting evidence.  I then discuss the themes, in relation 
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to the extant literature and in terms of how they relate to the additional questions that 
arise from the first, quantitative study.  
I begin Chapter 6, the final chapter, with an overview of the entire thesis. I 
then provide an integrated discussion of the findings of the two study stages and 
draw conclusions regarding the hypotheses and the three over-arching research 
questions. I identify implications for research and practice, and I acknowledge the 
limitations of this current research and opportunities for future research. Some 
concluding remarks complete my thesis.  
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CHAPTER 2 – CRITICAL LITERATURE REVIEW 
2.0 Introduction 
This chapter comprises five sections and provides a critical literature review 
dealing with the important themes related to the research topic (see Figure 2.1). In 
the first section, I cover service management, its development as an academic field 
of inquiry, the core concepts of service quality and customer satisfaction, the service-
dominant logic paradigm, the centrality of people in service, and the importance of 
an organisational climate for service. In the second section, I present a review of the 
HRM literature, examining different perspectives on the nature and theory of HRM, 
before outlining a new avenue of research in strategic HRM (SHRM) research: the 
impact of employee perceptions of HR practices on organisational outcomes. I pose 
two research questions at this stage.  
In the third section, I integrate the preceding discussions on service 
management and HRM. I then present a conceptual framework for this thesis, along 
with the justification for specific hypotheses. In the fourth section, I contextualise the 
service management and HRM discussion to the hospitality industry. I then present 
an overview of the limited casino-specific research that has been conducted, 
focusing on several studies that adopt an organisational behaviour, service 
management and human resources perspective. I present a final research question 
before moving to the chapter summary. To conclude, I summarise the research 
problem arising from the literature review and, for the reader’s ease of reference, all 
research questions are presented together.  
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Figure 2.1: Chapter outline 
2.1 Service management 
Services dominate today’s global economy. National economies are 
dependent on their service infrastructure and service expenditure accounts for 
approximately half of household expenditure around the world (Kandampully, 2007). 
In Australia in 2010-11, the service industries accounted for 77 per cent of total 
employment and contributed to 59 per cent of gross domestic product (Australian 
Bureau of Statistics, 2012). Hospitality and tourism are prime examples of service 
industries, and together are arguably the largest and certainly the fastest growing 
industry in the world today (Chand, 2008; Solnet, Baum, Kralj, Robinson, Ritchie & 
Olsen, in press; Trivun, Kenjic & Mahmutcehajic, 2008). Despite what the World 
Tourism Organisation (WTO, 2014) described as “a global economy in ‘low gear’” 
(p.1), total tourism arrivals in 2013 surpassed expectations and grew by an 
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estimated 5% – in 2014 a further 4% to 4.5% growth is expected, which is again 
above the long-term projections. The WTO credits this performance to the tourism 
sector’s capacity to adjust to volatile and dynamic market conditions, which has 
enabled the sector to fuel economic growth and create jobs around the world (WTO, 
2014). The immense growth in the importance of services in the economic 
infrastructure of the world has led to an increased focus on the management of 
service organisations.  
Traditional management goals emanate from the era of the industrial 
revolution, and are fundamentally underpinned by principles such as mass 
production and economies of scale (Grönroos, 1994). Product management focuses 
on standardisation where the elimination of variability is a prime objective 
(Schneider, 2004). Along with product standardisation, other principal aims, such as 
productivity improvement and cost reduction, seem less than appropriate when 
dealing with customer-oriented, process-driven services (Grönroos, 1994). The 
fundamental characteristic that differentiates services from goods is that services are 
process-based, and for the most part, people-intensive. The consumer must interact 
with the provider on some level to receive the service. Production and consumption 
occurs independently in the case of goods, whereas services require the consumer’s 
participation in the production process and consumption occurs immediately. The 
implications of this distinction have come under academic scrutiny in the last few 
decades, and many different disciplines have combined efforts to gain a greater 
understanding of the management of service.  
Granted, not all service organisations produce a pure service. Indeed, very 
few examples of pure services exist. Most organisations package some products 
with their services, or package some services with their product. Kotler (1997) 
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suggested a categorical approach to the classification of services with four 
typologies: pure services, pure goods, or primary goods accompanied by a service, 
and vice versa. In contrast, Shostack (1977), presented a continuous approach to 
the classification of goods and services, where an organisation’s offering lies 
somewhere along an intangibility continuum. She used the example of salt being 
highly tangible, while teaching services are highly intangible. Alternatively,  some 
argue that everything provides a service, whether it is typically characterised as a 
service or not. Instead, the ‘service’ value in a good actually lies in what it can do for 
the customer rather than in what it is (Kotler, 1997; Rust, 1998). For example, a car 
provides transport (or even status), and while a car might be the product sold, 
transport is the service that is bought. Each of these perspectives on classifying 
goods and services has had an impact on the development of thinking in service 
management, and Zeithaml, Parasuraman and Berry (1985) stressed the point that 
not only do differences exist between goods and service organisations, but also 
between service organisations themselves. This thesis is mainly concerned with 
service management for the casino industry, and as such, the conceptual framework 
for this thesis is based on the notion that the casino industry is primarily offering a 
highly intangible service. Although there is an accompanying tangible product 
offering, it is through the provision of service excellence that a casino can 
differentiate itself in a highly competitive environment where similar product offerings 
exist. Service is the key focus. 
In the next section, I explore the development of service management as an 
academic discipline and introduce some defining characteristics of services that 
have led to recognition of the need for a new paradigm in management. Afterwards,  
19 
 
I turn the discussion to two central concepts in service management: service quality 
and customer satisfaction.  
2.1.1 The development of service management 
Service management as a concept is not well-defined. The term was not 
introduced until the early 1980s (Fisk, Brown & Bitner, 1993; Grönroos, 1994). 
Having developed more as a perspective than an actual discipline in its own right, 
the field of service management has benefited from the contributions of a variety of 
different viewpoints, mainly from marketing, operations management, and HRM 
(Dean, 2004; Schneider, 2004) but also from organisational psychology, 
management and service quality management viewpoints, as well as the input from 
senior business executives and consultants (Grönroos, 1994). Some academics, 
Grönroos in particular, have provided quite lengthy definitions of the term service 
management. In contrast, Albrecht (1988) captured the essence of the field well in 
one of the initial definitions offered, where he described service management as “a 
total organizational approach that makes quality of service, as perceived by the 
customer, the number one driving force for the operations of the business” (p. 20). 
Although the study of service management was only in its early stages, Albrecht 
emphasised the importance of an integrated approach to the management of service 
organisations, an approach that links every department of an organisation together in 
the achievement of service excellence.  
In the past two to three decades, a growing amount of literature focuses on 
the management of service organisations. Accordingly, new academic journals have 
been established that are dedicated specifically to service management literature. 
These include The Service Industries Journal (vol.1 published in 1981), International 
Journal of Service Industry Management (vol. 1 published in 1990, known as Journal 
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of Service Management since 2008), Managing Service Quality (vol. 1 published in 
1991), Advances in Services Marketing and Management (vol. 1 published in 1992), 
Journal of Service Research (vol. 1 published in 1998) and Service Science (vol. 1 
published in 2009). On one hand, the focus on service management has been driven 
by the total quality movement with its emphasis on meeting customer demands and 
expectations (Ulrich, Halbrook, Meder, Stuchlik & Thorpe, 1991). On the other hand, 
academic thought has been guided by the recognition that services are 
fundamentally different from products and that this distinction has important 
ramifications for their management. One of the early proponents of this school of 
thought was Lynn Shostack, who, in 1977, wrote an article called “Breaking free from 
product marketing”. In this article, Shostack discussed the inherent flaws in using the 
dominant product marketing paradigm as a model for marketing services, given the 
essential distinctions between the two types of offerings.  
Since then, marketing scholars have made significant contributions to the 
conceptualisation of the differences between goods and services. The first 
distinction, considered the most fundamental, is the intangibility of services (e.g., 
Berry, 1980; Lovelock, 1981; Shostack, 1977; Zeithaml et al., 1985). Because 
service is actually a process, it cannot be touched, tasted, smelled or experienced in 
any of the physical ways that a product can. Bateson (1979) argued that intangibility 
is the defining point of difference between goods and services, upon which all other 
distinctions are based.  
Three other features that distinguish services from goods are the 
inseparability of production and consumption, heterogeneity and perishability. 
Inseparability refers to the necessity for the consumer to be present at the point of 
service production. For example, a customer has to be present in a casino gaming 
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room to be attended to by the dealer (croupier). This inseparability “forces the buyer 
into intimate contact with the production process” (Carmen & Langeard, 1980, p.8, 
cited in Zeithaml et al., 1985). Several authors have highlighted the implications for 
marketing, as direct distribution is the only option, and the production process is 
heavily interconnected with the marketing of the service itself (Grönroos, 1978; 
Gummesson, 1991; Upah, 1980).  
The heterogeneity of services is one of the key issues in service 
management. Goods are homogeneous, each and every one is identical. In services, 
however, much scope exists for variability, from one employee to the next, from one 
customer to the next and from one day to the next – even the one individual 
employee’s service performance is variable, based on their mood (Zeithaml et al., 
1985). It is this variability of production that is a key characteristic that differentiates 
the approaches to product and service management (Schneider, 2004). In a high 
contact service context, each service encounter will be unique, whereas in the 
production of goods, each item is identical. How to manage the variability in service 
delivery becomes the key agenda, and much attention is dedicated to this issue in 
the service management literature.  
The fourth distinguishing characteristic of service proposed by marketing 
scholars is perishability. Services cannot be stored for later sale the way that goods 
can. If a casino has a vacant hotel room on a particular night, that room night can 
never be sold. Fluctuations in demand are a key issue for service organisations, 
especially casinos. In a study on marketing strategies to address problems 
associated with perishability (amongst other service features), Zeithaml et al. (1985) 
found that fluctuating demand was one of the hardest features to effect any change 
on. Nevertheless, finding ways to encourage hospitality demand to match supply has 
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led to techniques, such as yield management, where hotels essentially try to sell the 
most rooms for the best price, according to patterns in demand (Brotherton & 
Mooney, 1992). In the case of casinos, major gaming promotions are used to attract 
customers at times when the casino would have otherwise experienced low traffic 
(Lucas & Bowen, 2002). 
An emerging theme in the literature is that the four above-mentioned 
distinguishing features are actually fallacies, and as such, there is no need to 
address the management of goods and services differently. Rather, the entire goods-
based manufacturing model needs to be re-conceptualised (Vargo & Lusch, 2004b). 
This argument challenges the dominant paradigm in service management – that the 
distinguishing characteristics of services (often viewed as disadvantages) make 
them unique from goods. Lovelock and Gummesson (2004) advanced this line of 
thought, by proposing a new ‘lens’ through which to view both product and service 
management. They suggested that instead of differences between goods and 
services, there is a fundamental difference between marketing exchanges that 
involve transfer of ownership and those that do not. Before expanding the discussion 
to consider this reconceptualisation of the goods versus services paradigm, it is first 
necessary to talk about two central concepts in service management – service 
quality and customer satisfaction. After delineating the key schools of thought behind 
these two central service management constructs, it is then possible to advance the 
line of thought regarding a new ‘lens’ for goods and service management.  
2.1.2 Service quality and customer satisfaction 
Service quality is the key construct in service management that practitioners 
aspire to manipulate in order to produce various business outcomes (Dean, 2004). 
Service quality is seen as a means of generating an inimitable competitive 
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advantage in the marketplace (de Jong, de Ruyter & Lemmink, 2005; Gould-
Williams, 1999; Schneider, 2004; Spinelli & Cavanos, 2000). Early research into 
service quality demonstrated that organisations delivering superior levels of service 
benefit from increased market share growth and premium prices (Buzzell & Gale, 
1987; Phillips et al., 1983). 
The service quality construct is multidimensional and its nature is highly 
debated in the literature. It is generally understood as the gap between a customer’s 
expectations of a service and their perceptions of the performance of that service 
(Lehtinen & Lehtinen, 1991; Parasuraman, Zeithaml & Berry, 1988; Sachdev & 
Verma, 2004). Service quality is a complex construct in that customers make their 
assessments based on the performance of a service across a range of service-
related dimensions. Much debate exists over the number and type of dimensions 
and the relative importance of each, but the overall consensus is that whatever the 
number of dimensions, they can be divided into two basic categories: outcome 
dimensions and process dimensions (Llosa, Chandon & Orsingher,1998; 
Parasuraman, Berry & Zeithaml, 1991; Sachdev & Verma, 2002; Wels-Lips, van der 
Ven, & Pieters, 1997). These dimensions have also been described as qualifying 
(outcome) factors and vantage (process) factors (Hui, Zhao, Fan & Au, 2004). 
Parasuraman et al. (1991), after lengthy research, refined the parameters 
considered to constitute service quality into five dimensions: reliability, tangibles, 
assurance, responsiveness and empathy. A number of studies have debated the 
accuracy of these dimensions and most conclude that there are somewhere between 
two and six dimensions, each with different names, where the only constant 
dimension is ‘tangibles’ (see Llosa et al., 1998; Olorunniwo, Hsu & Udo, 2003). 
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Service quality and customer satisfaction, while conceptually linked and highly 
correlated, are distinct constructs. Schneider and White (2004) described the 
difference thus: service quality is a judgement about the service itself, whereas 
satisfaction is an emotional state experienced by the customer as a result of the 
service. While both constructs constitute assessments of the value provided by an 
organisation, to perceive service quality a customer does not have to actually 
experience the services of an organisation. A potential customer may have already 
made an initial assessment of service quality despite the fact that service quality is 
understood as the comparison between expectations and performance. The key is 
perceived performance – customers have a perception of how a service will perform 
based on the company’s reputation and brand identification (Yoon, Guffey & 
Kijewski, 1993). In contrast, satisfaction, or the lack of, cannot be achieved unless 
the service is actually experienced first-hand. In essence, service quality deals with 
the process (vantage) elements of the service and customer satisfaction is more 
concerned with the outcome (qualifying) elements of service.  
Although the literature on service management focuses on a wide array of 
issues pertaining to the management of service organisations, the focus in service 
management is foremost on service quality, rather than customer satisfaction. Dean 
(2004) argues that “service quality assumes an integrating position in the 
perspectives [on service management] because it is the essential link between what 
organisations and their employees ‘do’, and the level of customer satisfaction 
associated with those activities” (p.333).  
Emphasis on service quality notwithstanding, there is a wealth of studies into 
the consequences of customer satisfaction, such as market performance, 
profitability, efficiency of future advertising, word-of-mouth behaviours, and return 
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intentions (e.g., Dotson & Allenby, 2010; Luo & Homburg, 2007; Rucci, Kirn & Quinn, 
1998; Rust & Oliver, 1994; Schneider, Macey, Lee & Young, 2009; Spinelli & 
Cavanos, 2000; Tornow & Wiley, 1991). Most recently, scholars have even begun to 
study the impact of ‘overgenerous’ service delivery and its impact on customer 
satisfaction. Ku, Kuo and Chen (2013) found that ‘over-attentive’ service could 
impact negatively on customer satisfaction.  
In one study conducted in the computer services industry, researchers found 
a strong link between customer satisfaction and customer retention, along with a 
corresponding negative correlation between satisfaction and gross profits. Although 
not a statistically significant correlation, the authors speculated that profits might 
come at the expense of service-related activities, thereby lowering customer 
satisfaction (Tornow & Wiley, 1991). Another study conducted in a supermarket 
chain found a tenuous link between satisfaction and loyalty (Silvestro & Cross, 
2000). In their conclusion, Silvestro and Cross suggested that the service context 
has a profound influence on the relationship between customer satisfaction and 
other variables, such that associations which apply in high contact service 
environments may not be relevant in other situations. This conclusion echoes the 
work of Zeithaml et al. (1985) who argued that not only do service organisations 
differ from goods organisations, but service organisations differ from each other. As 
a result, the same set of service management rules cannot be applied universally.  
Others have suggested that customer satisfaction in itself is not enough to 
achieve desirable business outcomes, such as increased profits and customer 
retention. Even satisfied customers may leave as a result of low commitment and 
lack of interest (Bennett & Rundle-Tiele, 2004; Wang, 2011). In a study of inner city 
hotels, Skogland and Siguaw (2004) found a weak link between satisfaction and 
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loyalty in a market characterised by intensive competition and low switching costs. 
The study also found that the feature most likely to improve customer loyalty was the 
quality of interpersonal interactions with hotel employees. Significant support exists 
for the idea that customer satisfaction is not enough – instead true ‘delight’ must be 
achieved. Customer delight is conceptualised in two ways: either as surprise and joy, 
or as extreme satisfaction (Vanhamme, 2008). In the former, surprise, a neutral 
emotion without valence, mixes with joy, a positive emotion, to produce a state of 
delight, a high-arousal pleasure emotion (Verma, 2003). In the latter, delight is 
characterised as an intense, positive emotional state that results from expectations 
being exceeded to a remarkable degree (Oliver, Rust & Varki, 1997). Although the 
concept of customer delight has not received much empirical attention, service 
organisations frequently emphasise the importance of ‘surprising’ customers in 
creating memorable customer experiences (Kim & Mattila, 2013).  
In creating a mathematical model to explain customer delight and its 
relationship with other organisational parameters, Rust and Oliver (2000) outlined a 
number of conditions that must be met for a customer delight program to succeed. 
These conditions are: customer behaviour must be strongly influenced by 
satisfaction; long-term profit goals must be an important objective; the satisfaction of 
competitors’ customers has a significant impact on repurchase and other buying 
behaviours; and the firm must be in a position to capitalise on the dissatisfied 
customers of competitors. Concomitantly, scholars have highlighted the potential 
downside of customer delight, in that it may raise future expectations and thereby 
make satisfaction harder to achieve (Vanhamme, 2008). Kim and Mattila (2013) 
found empirical support for the use of explanations (i.e., providing a reason for the 
surprise event) in helping to reduce the escalation of expectations.  
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Although service management scholars come from a variety of different 
academic backgrounds and have different perspectives on how best to manage 
service quality, they generally take a holistic view of the study of service 
management and call for an integrated approach to the management of service 
quality (Bowen & Schneider, 2014; Dean, 2004). The studies already mentioned in 
this section constitute part of the body of growing research that is concerned with the 
linkages between internal organisational factors (such as employee attitudes, HR 
processes or service orientation) and business outcomes (such as customer 
satisfaction, market share growth, or profits). Having just outlined two key constructs 
that are essential for understanding service management, in the next section I 
expand on a new perspective in the conceptualisation of the management of goods 
and services – service-dominant logic. 
2.1.3 Service-dominant logic 
Recently, Vargo and Lusch (2004a, 2006) proposed a ‘service-dominant’ (S-
D) logic. This logic requires an organisation to completely re-think how it approaches 
the market, the external environment, and above all, how it defines value. Under S-D 
logic, rather than seeing the external environment as an uncontrollable force and 
customers as operand resources (to be acted on), organisations see all resources 
and stakeholders as operant resources (resources that have the ability to act on 
other resources). In this light, value is no longer determined and added to by the 
organisation alone, all stakeholders (customers, employees, suppliers, etc.) have the 
ability to co-create value with the firm.  
Lusch, Vargo and O’Brien (2007) contrasted S-D logic with goods-dominant 
logic (G-D logic) which emanates from Smith’s (1776) seminal work that values 
outputs as the central unit of exchange. Over the course of the last century, the 
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marketing concept has evolved from a position of “to market”, where the focus was 
on directing the flow of goods from producers to consumers. As marketers began to 
research, analyse and categorise customers, with corresponding products, designed 
to match supposed needs, the marketing concept took on a “market to” nature. S-D 
logic progresses the marketing evolution further and emphasises a philosophy of 
“market with” (Lusch et al., 2007, p.6, emphases in original). Accordingly, Bowen and 
Schneider (2014) argued that S-D logic has “dramatically recast the role that 
customers play in service” (p. 16) – where customers used to be described as 
“partial employees of service organizations” (Mills & Morris, 1986, p.726) or “human 
resources in service organizations” (Bowen, 1986, p.371), they are now seen as 
“resource integrators” (Hibbert, Winklhofer & Temerak, 2012, p.247).  
In explicating their service-dominant paradigm, Vargo and Lusch (2004a, 
2006) outlined nine foundational premises (FPs) upon which S-D logic is based. 
These premises are summarised in Table 2.1. Essentially, these authors argued that 
service has always been the unit of exchange, albeit masked by the movement of 
money and goods and the interaction of organisations and networks. It is only by 
applying specialist knowledge to other resources that competitive advantage is 
sustained, by co-creating value with customers at the point of exchange. Customers 
are the focal point around which the organisation must revolve. Lusch et al. (2007) 
expanded on the nine FPs and introduced nine propositions regarding the nature of 
competition and competitive advantage under S-D logic. Of particular interest to this 
thesis is their ninth proposition: “firms that treat their employees as operant 
resources will be able to develop more innovative knowledge and skills and thus gain 
competitive advantage” (Lusch et al., 2007, p.15). Their rationale for this proposition 
is based in FP4 – competitive advantage is derived from the knowledge and skills of 
29 
 
employees. Organisations that embrace S-D logic and foster ‘servant leadership’ 
(where managers are there to serve the needs of the employees) can create 
dialogue with employees which will result in continuously renewing methods of 
providing service.  
Table 2.1: Foundational premises of S-D logic (Source: Lusch et al., 2007, p.7) 
Foundational Premise Rationale 
FP1. The application of specialized skills 
and knowledge is the fundamental unit 
of exchange 
Service -applied knowledge for another party's benefit - 
is exchanged for service 
FP2. Indirect exchange masks the 
fundamental unit of exchange 
Micro-specialization, organizations, networks, goods, 
and money obscure the service-for-service nature of 
exchange 
FP3. Goods are distribution mechanisms 
for service provision 
"Activities render service; things render service" 
(Gunmesson, 1995) - goods are appliances 
FP4. Knowledge is the fundamental source 
of competitive advantage 
Operant resources, especially "know-how", are the 
essential component of differentiation 
FP5. All economies are service economies Service is only now becoming more apparent with 
increased specialization and outsourcing; it has always 
been what was exchanged 
FP6. The customer is always a co-creator 
of value 
There is no value until an offering is used - experience 
and perception are essential to value determination 
FP7. The enterprise can only make value 
propositions 
Since value is always co-created with and determined 
by the customer (value-in-use), it cannot be embedded 
in the manufacturing process 
FP8. A service-centered view is customer 
oriented and relational 
Operant resources being used for the benefit of the 
customer inherently places the customer in the center 
of value creation and therefore implies relationship 
FP9. Organizations exist to integrate and 
transform micro-specialized 
competences into complex services 
that are demanded in the marketplace 
The organization exists to serve society and 
themselves through the integration and application of 
resources 
 
The S-D logic framework certainly resonates with the central themes of this 
thesis and addresses many of the core issues that have been problematic in the 
conceptualisation of service versus goods management. The FPs highlight one of 
the principal themes of service management – the centrality of people in service. For 
casinos and other businesses that involve frequent customer contact and offer a 
highly intangible service, people play a critical role in determining service quality, 
either through its delivery, or its assessment. One of the notable distinctions of 
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service management is its focus on the interactions between people and the 
innumerable problems related to the management of people (Grönroos, 2000). In 
order to explore the implications of this situation further, in the following section I 
explore literature that has emphasised the centrality of people and interpersonal 
interactions in the service process.  
2.1.4 Service is based on people 
Employees who have frequent interactions with the customer are often 
referred to as boundary spanning workers (Schneider, 1980; Schneider et al., 1998). 
Such employees are the interface between internal organisational processes and 
external business outcomes. Research conducted into occupational choice indicates 
that a certain type of person is innately drawn to the boundary spanning role, as part 
of a desire to deliver quality service (Schneider, 1980). Also known as gatekeepers 
and image makers (Schneider & Bowen, 1985), customer contact employees have 
been conceptualised as “part-time marketers” (Gummesson, 1991:60). These 
employees have a direct ability to both increase revenue through up-selling of 
additional products and services and to positively influence customer perceptions of 
service quality and return intentions. The ‘part-time marketer’ concept stems from the 
inseparability of production and consumption – services are produced and marketed 
concomitantly, and as a result customers often equate the service with the actual 
employee who delivered it (Schneider & Bowen, 1985).  
Interpersonal interactions between boundary spanning workers and 
customers occur countless times a day. It is these interactions, the ‘service 
encounter’, that can make or break a customer’s assessment of an entire service. As 
noted by leading authors, “the proof of service [quality] is in its flawless performance” 
(Berry & Parasuraman, 1991, p.15), or in other words, “service quality is in the 
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delivery” (Schneider, Gunnarson & Niles-Jolly, 1994). For this reason, the service 
encounter has been described as the ‘moment of truth’ where, in an instant, a 
customer weighs up what they expected against what they received, and makes a 
judgement of quality (Carlzon, 1987). In the customer’s mind, the service encounter 
is analogous with the entire service experience (Bitner, 1990). 
Schneider and Bowen (1993, p.39) highlight the “psychological and physical 
closeness” of customers and employees in the service exchange. It is precisely this 
closeness that gives internal HR practices “visibility” to the customer (Tornow & 
Wiley, 1991, p.113). The proximity and intensity of customer interactions is 
discussed often in the literature and is also mentioned in relation to the role conflict 
that service employees frequently experience, when the demands of the customer 
are incompatible with the expectations of management (Schneider, 1980). Some 
research has found that employees treat customers the way they themselves are 
treated by management (e.g., Sergeant & Frenkel, 2000).  
Variability cannot be eliminated from the service encounter, and this 
understanding is fundamental to the management of service (Schneider, 2004; 
Zeithaml et al.,1985). Instead, attention has turned to how the service encounter can 
be positively influenced, in the absence of direct and immediate control from 
management and supervisors. From early on in the study of service management, 
Schneider and his colleagues (1980) advocated the introduction of an organisational 
climate for service as a method for improving the consistency of the service 
encounter. They also argued that a strategic focus on service in everything the 
organisation does would eliminate role conflict.  
Every interpersonal interaction, every ‘moment of truth’, is an opportunity for a 
service organisation to create a competitive advantage. It is the management of 
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these moments that is crucial. Managers cannot be there to supervise every 
interaction between employees and customers. Instead, the existence of a positive 
service climate will align employee attitudes and behaviours with organisational 
strategy and enable the achievement of an organisation’s service quality goals 
(Schneider, 2004).  
In the following section, I introduce the study of organisational climate, 
distinguish it from organisational culture perspectives, and then focus on 
organisational climate, specifically as it pertains to service. I review research that 
links a climate for service with organisational outcomes as well as research into the 
nature and dimensionality of the service climate construct. I conclude the first part of 
this chapter by discussing a newly emerging model of service delivery, premised on 
a ‘strong’ service climate. 
2.1.5 Service climate 
Organisational climate and culture 
Studies of organisational climate focus on the internal functioning of an 
organisation from the viewpoint of the employees. The term ‘climate’ was first used 
by Lewin, Lippitt and White (1939) to describe the attitudes, feelings and social 
processes amongst their study unit – groups of boys at an American summer camp. 
In its early stages the construct was very basic, with only three main categories: 
autocratic, democratic and laissez-faire. Initial research did not actually measure 
climate as such, rather its existence and nature was surmised through 
experimentation. Formal measurement of attitudes in organisations had its origins in 
the work of Likert, who took over Lewin’s research upon his sudden death. This 
succession markedly changed the course of the fledgling field of study (Ashkanasy 
Wilderom & Peterson, 2000). 
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In the seven decades since the inception of organisational climate as a field of 
research, many definitions for the term have been offered, with some agreement, 
although the importance of climate research is often discounted by organisational 
culture researchers (Schneider, 2000). Schneider is understood to be the leader in 
the field of contemporary climate research (Clark, 2002; Gelade & Ivery, 2003), and 
even proclaims this position himself (Schneider, 2004). He and his colleagues (1994) 
offered the following formal definition of climate: “the atmosphere that employees 
perceive is created in their organisations by practices, policies and procedures” 
(p.18, emphasis added). They also informally described climate as “the feeling in the 
air” (p.18, emphasis added) someone gets when they interact with a company. This 
informal definition points to the inclusion of external parties in the assessment of 
climate, not just members of the organisation. In their definition, de Jong et al. (2005) 
emphasised the importance of reinforcement when they referred to climate as “the 
consensual beliefs among the members of an organization, with regard to the 
policies, procedures and practices that are supported or rewarded” (p.1595). Berkley 
and Gupta (1995) highlighted the importance of perceptions in determining climate: 
“it is not what management does that is important, it’s what employees perceive that 
counts” (p.29, emphasis in original).  
Organisational culture, although intrinsically linked, is conceptually different to 
climate. However, the two terms are often confused in the literature (Schneider, 
Wheeler & Cox, 1992). It is no wonder that there is so much confusion, as the 
definition of organisational culture is still very much under debate. In a literature 
review conducted as far back as 1952, over 160 meanings of the term organisational 
culture were found (Kroeber & Kluckhohn, 1952). Since then, the number of 
definitions has hardly been refined (McAleese & Hargie, 2004; Green, 1988). 
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Arguably the most widely accepted definition would be that of Edgar Schein (2010). 
He defined organisational culture as “a pattern of shared basic assumptions that was 
learned by a group as it solved its problems of external adaptation and internal 
integration, that has worked well enough to be considered valid and, therefore, to be 
taught to new members as the correct way to perceive, think and feel in relation to 
those problems” (p.17).  
Climate concerns employees’ interpretations of why the organisation is what it 
is and does what it does (Schneider et al., 1994). In contrast, culture comprises the 
way an organisation defines itself, what it stands for and how it operates. Culture 
researchers, although in part interested in an organisation’s externally visible 
symbols and processes, are more concerned with the underlying internal and 
‘invisible’ layer of culture that is the meaning and provides the causes for the 
observable outer layer (den Hartog & Verburg, 2004; Sathe, cited in Sinclair, 1993). 
Climate researchers, on the other hand, focus on people’s perceptions of an 
organisation’s observable policies and practices, whether those people are internal 
or external to the organisation (Chen, Cheung & Law 2012; Schneider, Bowen, 
Ehrhart & Holcombe, 2000). Glisson and James (2002) neatly summarise this 
distinction:  
“By describing climate as the way people perceive their work 
environment, and culture as the way things are done in an organizational 
work unit, climate is defined as a property of the individual and culture is 
defined as a property of the organization.” (p. 769) 
Schein (2000) similarly provided a useful point of difference between the two 
concepts – culture is the underlying, embedded values and assumptions of an 
organisation which must be investigated to be understood, whereas climate is a 
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product of that culture, the outer layers of an organisation, expressed in actions, 
behaviours and symbols, that can be experienced by all. This distinction supports my 
rationale for focusing on climate as a construct of study interest – as it is the 
resulting behaviours that have important organisational outcomes. Further, whereas 
culture research accentuates the development of an organisation’s internal systems 
over time, climate research is more interested in the impact that the perceptions of 
the organisation have on individuals and groups within and outside the organisation. 
As a result, there is a distinct absence of research into how organisational climate 
develops (Schneider, 2000).  
Organisational climate for service 
In his work, Schneider has narrowed the perspective on overall organisational 
climate to focus on specific types of climate, in particular, climate for service (e.g., 
Schneider et al., 1980, 1992, 1994; Schneider & Bowen, 1985). This focus is based 
on the belief that organisational climate is not actually a ‘thing’ that an organisation 
has. Consequently, the concept is too ambiguous to measure. Rather, climate is the 
general feeling that employees in a company have towards a particular issue. Thus, 
organisations can have climates for certain things, such as a ‘climate for safety’, a 
‘climate for innovation’, or even, a ‘climate for laziness’. A service climate, then, is a 
sub-set of a broader organisational climate – it refers to not only the feeling within 
the company regarding the emphasis on service quality, but also the feeling of the 
customers and other external parties such as suppliers (Schneider et al., 2000).  
With the growth of service management as a field of research, the notion soon 
developed that service climate is an important link between internal and external 
performance parameters. In an article Schneider wrote in 1980, he argued that the 
‘crucial’ element for success in any service organisation is its service climate. The 
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widespread acceptance of the service climate construct points to another argument 
for its utility and importance in organisational research over the concept of culture – 
despite the relatively common use of the term, there appears to be no empirical 
research on service culture (Bowen & Schneider, 2014). 
Service climate provides an essential tool for influencing the otherwise 
unmanageable service encounter. In high contact service contexts, of which casinos 
are a prime example, it is impossible for supervisors and managers to control every 
service encounter. As a result, much scope exists for variability in service quality. 
When a service climate exists in an organisation, this variability in service quality is 
minimised (Schneider et al., 1994) as employees’ perceptions of the climate will 
influence their behaviour (Clark, 2002). Through the encouragement of appropriate 
behaviours, service climate in effect produces customer satisfaction (Schneider, 
Ehrhart, Mayer, Saltz & Niles-Jolly, 2005).  
Service climate receives considerable attention in the literature as linkages 
have been identified with desirable business outcomes such as customer 
satisfaction, customer retention and increased profits (Davidson & Manning, 2003; 
Lings & Greenley, 2005; Salanova et al., 2005; Schneider et al., 2009; Solnet, 2006; 
Yoon et al., 2001). Research supports the idea that organisations with a positive 
service climate will have higher levels of service quality, customer satisfaction and 
customer loyalty (Bowen & Schneider, 2014; Hong, Liao, Jia & Kaifeng, 2013; 
Johnson, 1996; Tornow & Wiley, 1991; Wiley, 1991). Some literature suggests that 
service context must be taken into account when determining service climate’s ability 
to predict other business parameters (Schneider, 2004; Silvestro & Cross, 2000) 
Other work has considered the nature of service climates across different industries 
and service contexts (e.g., Dietz, Pugh & Wiley, 2004).  
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In their synthesis of service climate research to date, Bowen and Schneider 
(2014) presented a framework for understanding service climate, in terms of its 
foundations and antecedents, as well as the impact of various moderating and 
mediating variables on the relationship between service climate and customer 
experiences (see Figure 2.2). One of the future research suggestions made by 
Bowen and Schneider (2014) in order to “further specify, validate and expand the 
[service climate] framework” (p.6) is to consider how HRM (and other organisational) 
practices influence the creation of a service climate. This thesis attempts to 
contribute to a better understanding of the service climate framework as proposed by 
Bowen and Schneider (2014).  
 
Figure 2.2: A service climate framework (Source: Bowen & Schneider, 2014, p.6) 
Conceptualisation of service climate 
In the same way that organisational climate is not a whole ‘thing’ that an 
organisation has, many researchers argue that service climate is not a single 
construct in itself, but rather a series of perceptions on a range of service-related 
dimensions. The underlying logic is that the sum total of all these service-focused 
dimensions determines an organisation’s orientation, positive or negative, towards 
service excellence (Schneider et al., 1992). Not surprisingly then, in a similar way 
that service quality dimensions have been relentlessly, yet not exhaustively 
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examined, a great deal of attention has been given to the nature of service climate 
dimensions.  
In an early and much cited book on service management, Albrecht and 
Zemke (1985) named three features that are cornerstones of successful service 
organisations: a well-defined service strategy, customer-focused frontline 
employees, and customer-friendly service processes. While not specifically 
designated as service climate dimensions, these ideas underpin most of the ensuing 
work on service climate. Over the years, Schneider and his colleagues have 
conducted numerous studies with conclusions regarding the dimensionality of 
service climate (Schneider, Parkington & Buxton, 1980; Schneider & Bowen, 1985; 
Schneider et al., 1992; Schneider et al., 1998). Beginning with seven dimensions, 
further refining that to four, and ultimately three dimensions, Schneider and his 
colleagues are yet to unequivocally determine the nature and number of service 
climate dimensions. This ambiguity is not surprising given the discussions on the 
contextual nature and relevance of service climate.  
In an attempt to address the lack of a universally valid service climate scale, 
Lytle et al. (1998) developed a measurement scale for the service orientation of an 
organisation (SERV*OR), using data collected from employee focus groups across 
multiple industries. In their research, Lytle et al. identified ten distinct dimensions of 
service orientation which fell into four broader categories. Although Lytle et al. (1998) 
called their scale a measurement of the service orientation of a company, the 
difference between service orientation and service climate is a matter of wording, 
and they address this issue themselves in their article. While the scale developed by 
Lytle et al. (1998) is certainly a thorough one, and has been subsequently applied by 
various service climate researchers (e.g., Kralj & Solnet, 2010; Lee, Nam, Park & 
39 
 
Lee, 2006; Lynn, Lytle & Bobek, 2000; Solnet & Paulsen, 2005; Varela González & 
García Garazo, 2006), its length renders it undesirable for empirical research 
conducted in the hospitality industry.  
Not all researchers in service climate value the use of facet scales of service 
climate. A significant argument is that, as a higher order construct, service climate 
should be measured as a global phenomenon (Bowen & Ostroff, 2004). In a review 
of research perspectives on service quality, Schneider and White (2004) discussed 
the relative merits of global versus facet scales of service climate. They likened the 
problem of measuring service climate to that of measuring service quality – if the 
overall aim is to measure a phenomenon that is, for all intents and purposes, a 
gestalt, then a universal scale is necessary to assess employee perceptions of 
organisational service climate. They advocated the use of the Global Service Climate 
scale developed by Schneider et al. (1998). Each item included in the scale is 
representative of each of the seven dimensions originally developed by Schneider et 
al. (1980), and the average score across all seven questions is used to measure the 
perceived level of service climate. In a rigorous test of the global measure, good 
internal consistency and reliability were demonstrated. Furthermore, satisfactory 
levels of inter-rater agreements were found between study units (work groups), and 
significant relationships were detected with service quality and customer satisfaction 
(measured independently) (Schneider & White, 2004). The Global Service Climate 
scale has been used extensively by researchers (cf. Chuang & Liao, 2010; de Jong 
et al., 2005; Dietz et al., 2004; Schneider et al., 2009), with results demonstrating 
that all items are appropriately intercorrelated (Bowen & Schneider, 2014).  
Having introduced the concept of an organisational climate for service, I now 
discuss a model introduced by Schneider and Bowen (2009). The model effectively 
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connects the various organisational elements involved in service delivery, from 
employee attributes and organisational processes, through service climate, to 
employee and customer outcomes. The model also provides a helpful segue from 
the review of service management literature to a review of the HRM literature.  
2.1.6 Modelling the ‘human side’ of service delivery 
Schneider and Bowen (2009) proposed an input-process-output (IPO) model 
of the ‘human side’ of service delivery, in which service climate is a central construct 
in the effective and successful operation of service organisations (see Figure 2.3). 
Although they include, acknowledge and cursorily discuss the role and impact of 
customers at all stages of the model, Schneider and Bowen (2009) remained true to 
their personal research strengths (organisational psychology) and focused on the 
employee-related elements. Similarly, I acknowledge the customer element, but this 
discussion focuses solely on employee inputs and outcomes.  
 
Figure 2.3: A model of the human side of service delivery (Source: Schneider & 
Bowen, 2009, p.155) 
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Along the horizontal dimension of the model, inputs (in the form of employees 
and their attributes) are carefully selected and socialised to the organisation. In the 
throughput (process) stage, a combination of processes merge to create a shared 
service climate - the role of the organisational founder, leadership, motivation and 
engagement and the ‘strength of the HRM system’. This is a concept introduced by 
Bowen and Ostroff (2004) that is expanded later in the chapter where there is an 
expressly HRM focus. In the vertical dimension of the service delivery model, 
Schneider and Bowen (2009) highlighted the conceptual difference between 
psychological climates and an organisational climate. Whereas the former is an 
individual interpretation of internal dynamics related to service, the latter represents 
a higher order construct that only emerges through shared perceptions and 
interpretations. The key processes in each stage of the model produce cumulative 
effects that result in the sharing of perceptions across all organisational members, in 
all organisational sub-departments. The model is an open systems one. It is the 
dynamics within and across dimensions that combine to produce a shared service 
climate. These processes, in turn, engender desirable organisational outcomes.  
The model of the ‘human side of service delivery’ presented in Figure 2.3, 
although only conceptual in nature, demonstrates the fundamental link between 
HRM issues, organisational service climate and the resulting effects on service 
delivery and organisational outcomes. Although there is increasing recognition of the 
link between HRM and organisational performance in service firms, the precise 
nature of the link is yet to be established. The question is not so much a matter of 
whether effective HRM can lead to organisational success, but rather, exactly how it 
happens (Bowen & Ostroff, 2004). This notion serves as a useful point of departure 
from the detailed discussion on service management and organisational service 
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climate. In the second part of this chapter I provide an in-depth review of extant HRM 
literature.  
2.2 Human resource management 
Over the last half a century, human resource management (HRM) has 
become a central component of effective business management, and in this time the 
concept of the human resource has almost entirely displaced the former field of 
study - personnel management. As a discipline, HRM has been steadily evolving 
since the end of the World War I, when the personnel management movement was 
born out of two separate fields of study – scientific management and welfare work 
(Wren, 1985). From the original personnel management goals of eliminating waste, 
minimising costs and maximising efficiencies, HRM has grown to focus on a more 
macro-level organisational perspective and is primarily concerned with enhancing 
performance (Hoobler & Johnson, 2004). 
In the following sections I explore the development of the study of HRM, 
introducing key terms and concepts, as well as outlining and contrasting the major 
schools of thought in human resource management research. I describe different 
approaches to research, highlighting the key employee-related variables that are of 
particular interest in the relationship between HRM and organisational performance. I 
then present an emerging field of inquiry within strategic human resource 
management (SHRM) – employee perceptions of HRM systems and practices. 
Researchers have posited that these perceptions precede important employee 
attitudes and behaviours, and thus have an effect on business outcomes. To 
conclude this part of the chapter, I integrate the discussions on service management 
and HRM and present the first major research questions and the corresponding 
conceptual framework. In the final part of the chapter I contextualise the entire 
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discussion so far to the hospitality industry, and discuss the relevance of the study 
framework for casinos in particular.  
2.2.1 History and evolution of HRM 
The term ‘human resource’ was first introduced to management literature by 
Peter Drucker in 1954, and Bakke first wrote of the ‘human resource function’ in 
1958. In his seminal work on management, Drucker (1954) presented three broad 
managerial tasks: managing the business, managing other managers, and managing 
workers and work. It was in the discussion of this third function that Drucker coined 
the term ‘human resource’, although, rather limitingly, he described the human 
resource as “comparable to all other resources but for the fact that it is human” (p. 
263). Notwithstanding this notable understatement, Drucker’s thinking was far ahead 
of contemporary thought on the management of employees at the time. He 
contrasted the human resource function with the personnel management approach, 
stating that the management of employees was not a specialist function limited to a 
single department, rather, it was the domain of all managers. Rather than engaging 
in reactionary “fire-fighting” and “trouble-shooting” activities (pp. 285), managers 
should aspire to positive relationships with employees, built on harmony and 
reciprocity.  
According to Marciano (1995), the sociologist and multi-disciplinary industrial 
relations scholar, E. Wight Bakke, elaborated further on the human resource function 
in 1958. In more detail than Drucker, Bakke explicated a series of reasons why the 
HR function went above and beyond the contemporary role of the personnel 
manager, which was predominately administrative and never an integral concern in 
strategic planning. Despite Bakke’s detailed discussion, his work was not picked up 
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in the academic mainstream, and so the term ‘human resource’, and its more 
inclusive scope, remained in relative obscurity for some time.  
The next significant appearance of the term ‘human resource’ was in an 
article by Miles in the Harvard Business Review in 1965. Using a survey of 
managerial attitudes, Miles demonstrated that managers opted to utilise a ‘human 
relations’ model to manage their subordinates, but preferred their superiors to 
manage them using a ‘human resource’ model. The key distinction between the two 
models was that the latter is aimed at encouraging full worker participation in order to 
best utilise the knowledge and skills for the benefit of both the organisation and the 
employee.  
As a result of Miles’ popular article, the use of the term human resources 
management became increasingly common during the 1970s. However, the phrase 
was often used as a replacement for the term personnel management, without 
increasing the definition, scope or importance of the personnel area of study 
(Marciano, 1995). In the 1980s, the broader definitions originally provided by Drucker 
and Bakke began to re-surface. Academics again began to write of the integral 
importance of the human resource function, one that could not be separated from, or 
subjugated to, other business functions such as finance, production and marketing 
(e.g., Burack, 1985; Dyer, 1983; Tichy, Fombrun & Devanna, 1982). Scholarly work 
called for the integration of the HR function into strategic planning activities and a 
new term was coined at this stage – strategic human resource management. It could 
be argued that this new terminology was, in part, an attempt to ‘re-capture’ the 
phrase that had been seemingly misappropriated by the personnel management 
school. Nevertheless, SHRM differs from personnel management in that it is a 
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planned and proactive function, as opposed to being reactionary and post hoc 
(Marciano, 1995).  
Since the virtual replacement of the study of personnel management in the 
1980s, HRM research has developed along two lines: micro-level and macro-level 
(Hoobler & Johnson, 2004). Micro-level research covers the domain that once was 
the purview of personnel management, focusing on areas such as recruitment and 
selection, compensation, performance evaluation, turnover and training. In contrast, 
macro-level research focuses on organisation-wide effects of HRM and concentrates 
on the link between organisational strategy and performance.  
The focus on either HR practices or systems is what largely separates the 
micro- from the macro-level research in HRM. Practices refer to the specific HR 
activities, processes and procedures that are engaged in by the organisation (Bowen 
& Ostroff, 2004). The most common of these are: recruitment; selection; training and 
development; compensation and rewards; performance management; succession 
planning; career development; industrial relations; and employee relations. In 
contrast to HR practices, which is analogous to HR content, the HR system is a 
bundle of all HR practices and is concerned with the process of HRM. To use the 
words of Bowen and Ostroff (2004), the salient issues are “the features of an HRM 
system that send signals to employees who allow them to understand the desired 
and appropriate responses and form a collective sense of what is expected” (p. 204).  
 In regard to a definition of human resource management, plenty of conjecture 
exists. Three main categories of definitions appear in the literature. The first stems 
from the work of Drucker (1954) and Bakke (1958, cited in Marciano, 1995), and 
maintains that HRM is a broad function concerned with the proper management, 
understanding, development, utilisation and integration of individuals in the 
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workforce, stemming from a managerial philosophy that views employees as an 
invaluable organisational resource rather than a cost to be minimised (e.g., Beer, 
Spector, Lawrence, Mills & Walton, 1984; Lewin, 1991). The second grouping of 
definitions treats HRM and personnel management as synonymous, where 
management of employees is a specialist function, replete with a set of best 
practices for getting the most out of employees (e.g., Werther, Davis, Schwind & 
Das, 1990). The final typology of definitions is one that sees HRM as a concealed 
form of managerial control, ultimately aimed at union avoidance – the focus is not on 
the HRM tools and levers, but rather on how HRM communicates legitimacy and 
power to employees (e.g., Keenoy & Anthony, 1992). In this thesis, I adopt the first 
category of definitions, where HRM is an integral management function, aimed at 
optimising HR outcomes for the organisation and for the employee.  
2.2.2 Perspectives in HRM   
A great deal of debate exists as to the nature and theoretical underpinnings of 
the HRM study area (Thunnissen, Boselie & Fruytier, 2013), and HRM has been 
labelled a “theoretically incoherent and controversial concept” (Dobson, 2013, p. 
152). Central to debates over the nature of HRM is the contrast between unitarist 
and pluralist views of employment relationships (Worsfold, 1999). Under the unitarist 
view, organisations and their various stakeholders, in particular the employees, are 
seen as having mutually beneficial goals, regarding the efficient and effective 
operation of the business. This position is considered fundamental to the rise of 
HRM over its predecessor, personnel management (Marciano, 1995). In contrast, 
pluralists hold that each stakeholder group has diverse and varying ambitions, and 
these competing interests give rise to constant and unavoidable conflict between 
parties, which then necessitates negotiation and resolution processes.  
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This divergence in perspectives on the nature of HRM is perhaps best 
reflected in the differences in growth and acceptance of HRM between US and UK 
academics (Keenoy, 1999). The origins of HRM can be traced back to North 
America, where a unitarist view prevailed and employers and employees could 
generally be expected to work together (Marciano, 1995). In Great Britain however, 
the employment relationship is by and large viewed as competitive in nature and 
unions are a key stakeholder – as a result of this tension, much academic criticism 
has been levelled at HRM in the UK, and it has even been labelled as a union-
avoidance strategy (Keenoy & Anthony, 1992). Perhaps the UK academics had 
some foresight in this regard – the number of British employees in trade unions 
peaked at 56% in 1978 and declined to 26% by 2012, while employees covered by 
collective bargaining arrangements reduced dramatically from 71% in 1984 to 29% in 
2012 (Dobson, 2013).  
Critics of HRM have raised various arguments against the field of study. 
Foremost of these criticisms regards the ambiguity and incoherence of theory in 
HRM. Some authors go so far as to label it as non-existent (Keenoy, 1999). Dickens 
(2009) argues in favour of an industrial relations perspective, stating that HRM “can 
be characterised as descriptive, prescriptive, unitarist, uncritical, [and] soft on power” 
(p.65). In a similar vein, Legge (1995) argued that the existence and development of 
HRM was not predicated on long-term strategic considerations as espoused. Rather, 
HRM developed as a result of drastic changes in business markets and the nature of 
competition. I find this argument is somewhat illogical and contradictory – the need 
to adapt and adjust to changes in markets and competition is a long-term strategic 
consideration.  
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Other contrasting viewpoints on HRM include the dichotomy of ‘hard’ and 
‘soft’ HRM. The hard perspective focuses on optimising the outcomes of human 
resource deployments – Legge (1995) referred to it as ‘utilitarian instrumentalism’. 
Implicit in this notion is that human resources are a cost to be minimised. At the 
other end of the spectrum, the soft view of HRM regards employees as involved 
participants, where individual and personal considerations such as engagement with 
work, full utilisation of skills and opportunities for personal and career development 
are paramount. Legge (1995) described soft HRM as ‘developmental humanism’. I 
contend, however, that the ‘hard’ and ‘soft’ natures of HRM are not necessarily 
mutually exclusive. While an organisation can be focused on the ‘hard’ elements of 
HRM (alignment with, and successful execution of, strategy), it can still effectively 
utilise seemingly ‘soft’ HRM techniques that acknowledge and encourage the value 
and flexibility of individual knowledge, skills and attitudes. 
2.2.3 HRM and organisational performance 
Regardless of the debates over the nature of HRM and attendant theory, 
academics and practitioners alike generally accept that effective HRM can lead to 
improved organisational performance (Nishii et al., 2008; Wright & Nishii, 2013). 
Accordingly, over the last decade much research attention has focused on 
examining the linkages between HR practices and organisational performance. It is 
increasingly clear that the HR system is an integral component in advancing 
organisational effectiveness, and can indeed be a source of competitive advantage 
(Becker & Huselid, 1998; Nishii et al., 2008). Despite this recognition of why HRM is 
important in achieving superior performance and a sustainable competitive 
advantage, it is not at all clear how HRM contributes to organisational performance 
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(Bowen & Ostroff, 2004). This lack of understanding is widely referred to as the 
‘black box’ of HRM (Nishii et al., 2008).  
In attempting to clarify the HRM-performance relationship, research has 
progressed along two parallel lines. A concept map of the two research streams is 
presented in Figure 2.4. One perspective is the systems approach. While the focus 
used to be on separate HRM practices and individual employee performance, the 
systems view has now raised the level of inquiry to a more macro focus – where the 
overall set of HR practices is investigated in relation to organisational performance 
(e.g., Ferris et al. 1998; Huselid & Becker, 1996; Huselid et al., 1997).  
 
Figure 2.4: Concept map of HRM-performance research 
 
A second approach to research on the HRM-performance link is the strategic 
perspective. On this issue, Ferris and his colleagues (1999) highlighted the different 
meanings that research in ‘strategic’ HRM has adopted in the literature. One 
strategic perspective is concerned with ‘fit’ – that is, the horizontal alignment 
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between various HRM practices and the competitive strategy of an organisation 
(e.g., Miles & Snow, 1994; Wright & Snell, 1991). Implicit in this perspective is that 
the HRM practices must develop employee skills, knowledge and attitudes in such a 
way that sustains the implementation of a chosen strategy. The ‘fit’ approach to 
strategic HRM has also been labelled the ‘best practice’ approach. Inherent in the 
‘best practice’ approach however, is the assumption that there is a universal set of 
HR practices that can be used to improve organisational performance and generate 
competitive advantage (Khilji & Wang, 2006). This approach usually combines more 
than one best HR practice, which are then referred to as high performance work 
practices or systems (HPWP, HPWS) (Takeuchi, Chen & Lepak, 2009).  
Closely related to the ‘fit’ strategic perspective is the contingency perspective 
– however, here the guiding logic is that effective HRM systems are often dependent 
on specific contextual characteristics, such as the size of an organisation, or the 
industry in which it operates (MacDuffie, 1995; Youndt et al., 1996). Not only is 
horizontal alignment necessary within an organisation, but vertical alignment with 
industry and organisational contexts is also vital. Indeed, this perspective resonates 
with the current research as it cannot be assumed that relationships that have been 
found to hold true in other industries can be successfully transplanted to the casino 
industry. While it is expected that the theoretical framework for this thesis will apply 
to the casino industry, it is of interest to assess whether the incumbent theories 
represent ‘best fit’ or whether they need to be adapted for contextual contingencies. 
One final perspective within the strategic approach to HRM-performance 
linkage research focuses on HRM as a source of competitive advantage (Nyberg, 
Moliterno, Hale & Lepak, 2014). Born out of the resource-based view (RBV) of 
organisations (Barney, 1991), the rationale is that, collectively, an organisation’s 
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human resources provide a source of competitive advantage that cannot be 
emulated by rivals. This rationale is guided by the principle that together, HRM 
practices are linked in intricate and socially complex ways rendering them inimitable 
to competitors (Boxall, 1996). Accordingly, the competitive advantage perspective of 
HRM research strongly resonates with the S-D logic of Vargo and Lusch (2004a, 
2006) presented in an earlier section. Researchers in this competitive advantage 
perspective attempt to link HRM practices and organisational performance through 
such employee-related factors such as human capital, discretionary effort and 
desirable attitudes and behaviours (e.g., Becker & Gerhart, 1996; Lado & Wilson, 
1994). In the following section, I explore the employee attitudes and behaviours 
considered to be most instrumental in achieving positive organisational outcomes. 
2.2.4 Employee attitudes and behaviours 
HRM-performance research focuses on a range of desirable employee 
attitudes and behaviours. The variables of interests include, but are not limited to, 
employee or job satisfaction, organisational and occupational commitment, 
employee engagement, perceived fairness, perceived organisational and supervisory 
support, organisational citizenship (or extra-role, discretionary) behaviours, and 
service behaviour. Correspondingly, some studies have focused on undesirable 
employee attitudes and behaviours, such as burnout, disengagement and turnover 
intentions. An exhaustive review of all important employee attitudes and behaviours 
is beyond the scope of this thesis. Accordingly, this section focuses on two variables 
of central interest: employee satisfaction and organisational commitment.  
The most common employee attitude to be examined in organisational 
research is employee job satisfaction (Bai et al., 2006). Broadly, employee job 
satisfaction is defined as the pleasurable emotional state that results from an 
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employee’s valuation of their work (Locke, 1976). If the work environment is 
conducive to job satisfaction, research demonstrates that fewer disruptive 
organisational problems are experienced, such as turnover, absenteeism and poor 
work performance (Bai et al., 2006). Job satisfaction is particularly important in 
service-based industries such as hospitality, as employee dissatisfaction could easily 
lead to customer dissatisfaction with the services provided (Ozturk & Hancer, 2011). 
To use a hotel-based study as an example, Chi and Gursoy (2009) found a positive 
relationship between employee satisfaction, customer satisfaction and financial 
performance. In a restaurant-based study, Gazzoli, Hancer and Park (2010) found a 
positive relationship between employee satisfaction and customer-perceived service 
quality. Further, a meta-analysis conducted by Harter, Schmidt and Hayes (2002) 
demonstrated significant relationships between employee satisfaction and 
engagement, and business outcomes, including profits.  
Organisational commitment is also recognised as one of the most important 
employee attitudes in determining subsequent behaviours and organisational 
outcomes (Bai et al., 2006). Organisational commitment refers to the extent to which 
an employee perceives a connection with their employer, and is a function of how 
much the employee chooses to adopt or internalise key organisational values and 
characteristics (O’Reilly & Chatman, 1986). While many conceptualisations of 
organisational commitment have been proposed, the dominant model in the extant 
literature is that introduced by Meyer and his colleagues in 1993 (see Stazyk, 
Pandey & Wright, 2011 for a review of organisational commitment constructs). 
Meyer, Allen & Smith’s (1993) model includes three dimensions: affective 
commitment (attachment to the organisation), normative commitment (obligation to 
remain with the organisation) and continuance commitment (perceived cost of 
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leaving). Research has demonstrated that affective commitment is the form of 
organisational commitment that has the strongest and most direct influence on key 
organisational outcomes (Conway, 2004). Correspondingly, the majority of research 
concerned with organisational commitment utilises only the affective dimension (e.g., 
Ozturk, Hancer & Im, 2014; Paulín et al., 2006; Robinson, Kralj, Solnet, Goh & 
Callan, 2014; Sanders, Dorenbosch & De Reuver, 2008).  
The development of employee attitudes and behaviours is the focus of a new 
approach in HRM-performance research. Rather than assuming that such 
behaviours and attitudes are a direct response to HR practices, systems and other 
organisational features, there is a growing sense that employee perceptions and 
interpretations of internal organisational processes precede attitudes and behaviours 
in the causal chain (den Hartog, Boon, Verburg & Croon, 2013; Frenkel, Restubog & 
Bednall, 2012; Koster, 2011; Nishii et al., 2008; Rurkkhum & Bartlett, 2012). This 
notion is in part borne out of the contradictory results of a multitude of research 
efforts that have explored the link between HRM and organisational performance. 
Researchers generally conclude that more attention should be devoted to the 
mechanisms that lie between practices and outcomes (e.g., Bowen & Ostroff, 2004; 
Nishii & Wright, 2008). I explore this idea further in the next section.  
2.2.5 Employee perceptions of HRM 
 Scholars have generally reached a consensus that HR practices have an 
impact on organisational outcomes and performance by influencing employee 
attitudes and behaviours. However, an emerging line of reasoning is that the causal 
chain from HRM to performance is much more complex than originally anticipated 
(Nishii et al., 2008). The rationale is that employee perceptions of HR practices are 
likely antecedents of attitudes and behaviours (Bowen & Ostroff, 2004; Nishii & 
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Wright, 2008). For HR practices to have the desired effect, they first need to be 
perceived and interpreted through the subjective lens of each employee, prior to 
eliciting an attitudinal and behavioural response. The consequence of this process is 
problematic – research in psychology has demonstrated that different people 
perceive the ‘same’ reality in a multitude of different ways (e.g., Fiske & Taylor, 
1991; Ichheiser, 1949). Therefore, it follows that not all employees will perceive and 
interpret HR practices and systems in the same way.  
It is important to emphasise that HRM research has most often relied on 
managerial reports of HR practices and systems (Lepak, Liao, Chung & Harden, 
2006; Liao, Toya, Lepak & Ying, 2009). This method does not allow for an 
examination of the different ways in which individual employees can interpret and 
respond to the HR practices they perceive. Nishii et al. (2008) introduced a new 
perspective on understanding how desired employee attitudes and behaviours are 
influenced by HR practices. Their argument is that employees will make attitudinal 
and behavioural responses to HR practices based on the attributions those 
employees make as to management’s purpose for having implemented a specific set 
of practices. The reasoning is based on social attribution theory, where individuals 
attach a variety of different, and potentially contradictory, meanings to the same 
social stimuli (Fiske & Taylor, 1991). Early work in causal attributions proposed that 
human beings yearn to predict and control their environment – interpreting the 
causes for behaviours and events helps people to achieve such control (Heider, 
1958). Understanding these attributions is essential, since  it helps to explain 
people’s subsequent behaviours and actions (Kelley & Michela, 1980).  
An elementary factor in explaining attributions and subsequent behaviour is 
locus of causality – an internal locus (e.g., dispositional factors) is more informative 
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for the perceiver and is more likely to be held as a reliable predictor of future 
behaviours than an external locus (Jones & Davis, 1965). The actor and their 
disposition are perceived as more constant and within the actor’s control than 
external factors. As a result, internal attributions of behaviour are more strongly 
associated with subsequent thoughts, feelings and actions. In contrast, an external 
locus (e.g., situational or environmental factors and constraints) is less likely to 
motivate a particular behaviour (Weiner et al., 1972). In accordance with the 
discounting rule (Kelley & Michela, 1980), external attributions reveal much less 
about the underlying cause of behaviour. In other words, when actions are attributed 
by perceivers to external factors (for example, a manager complying with 
organisational policies), the consequences of the perceiver’s interpretations are less 
predictable.  
Applying this theory to the study of HRM suggests that the attributions that 
employees make about an organisation’s motives for selecting particular HR 
practices will influence how employees react to them. This process in turn will have 
an effect on organisational performance, as demonstrated by previous research that 
has linked employee attitudes and behaviours to organisational performance. Nishii 
et al. (2008) defined the term HR attributions, as “causal explanations that 
employees make regarding management’s motivations for using particular HR 
practices” (p. 507). In their study, Nishii et al. (2008) devised a typology of HR 
attributions (see Table 2.2), with four attributions based on internal loci of causality, 
and a fifth attribution based on an external locus of causality.  
A closer examination of Nishii et al.’s (2008) reasoning behind these particular 
attributions is appropriate. They based their choice of internal attributions on a 
review of management literature that focused on frequently discussed causes of why 
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organisations adopt particular HR strategies. Two main themes emerged from their 
analysis – the strategic or business goals of the organisation (in Table 2.2, 
represented in the left-hand column of internal attributions); and the fundamental 
employee-oriented philosophy of the organisation (the right-hand column of internal 
attributions). Accordingly, commitment-focused strategies and philosophies give rise 
to attributions that the organisation is concerned for service quality and employee 
well-being, respectively. Control-focused strategies engender perceptions that the 
organisation is most concerned with reducing costs, while control-focused 
philosophies create feelings that employees are there to be exploited.  
Table 2.2: Typology of HR attributions (Source: Nishii et al., 2008, p.509) 
Business/strategic 
goal underlying HR
Employee-oriented 
philosophy
Commitment-focused Service quality Employee well-being
Control-focused Cost reduction Exploiting employees
Internal Attributions
Union compliance
External Attribution
 
Union compliance was the external attribution for an organisation’s choice of 
HR practices in Nishii et al.’s (2008) work. This attribution was based on the notion 
that sometimes organisations will adopt HR practices not based on their underlying 
philosophies or strategies, but out of the need to comply with legal requirements. In a 
rigorous pilot test of their measure, the authors included two extra external 
attributions: “to keep up with what other companies are doing, and […] to produce a 
positive image in the marketplace and earn the company a reputation for being a 
leader in the industry” (Nishii et al., 2008, p.518). These additional attributions were 
dropped after a round of five focus groups with employees at the study organisation 
– participants indicated that they would not make such attributions as they lack 
information on external HR market practices.  
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 Nishii et al. (2008) hypothesised that attributions that the organisation is 
commitment-focused (i.e., either a service quality strategy or a philosophy of 
employee well-being) are positively related to organisational commitment and job 
satisfaction. Attributions that the organisation is control-focused (i.e., reducing costs 
or exploiting employees) are negatively related to organisational commitment and 
customer satisfaction. Data were collected from 4,208 employees across 95 stores in 
a supermarket chain and used to test the hypotheses, which were all supported. 
Rigorous testing demonstrated the validity of the typology, although with three 
factors, instead of the originally proposed five-factor solution. Instead of finding four 
individual internal attributions, the data indicated two internal attributions 
differentiated by a commitment-focus (service quality and employee well-being) or a 
control-focus (cost reduction and employee exploitation). The union compliance 
factor remained as the third (external) attribution. The authors accepted this three-
factor solution and highlighted the intuitive link between an organisation caring for its 
employees and those employees then delivering on quality service (commitment-
focus factor). The reverse is also likely – employees who feel their company is 
focused only on cost reduction may feel as if they are only another resource to be 
exploited (control-focus factor).  
From their initial exploration into the attributions that employees make 
regarding why their organisation has implemented the HR practices that it has, Nishii 
et al. (2008) concluded that there are “cross-level and emergent processes in 
organizations through which HR practices are associated with individual-level 
responses to those HR practices” (p.527). In other words, employee perceptions of 
HR practices impact on employee attitudes and behaviours in ways that are 
previously untested. Nishii et al. (2008) were concerned with the effect of employee 
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HR attributions on the individual-level attitudes of affective commitment to the 
organisation and job satisfaction, and then how these constructs influence group-
level organisation citizenship behaviours, and ultimately, customer satisfaction. In 
their conclusion, they called for more research into the potential effects of employee 
HR attributions on organisational outcomes.  
Despite the relevance of HR attribution theory to gaining a better 
understanding of the ‘black box’ of HRM (Bowen & Ostroff, 2004), very few published 
studies have taken Nishii et al.’s (2008) construct further. In a conceptual article, Kim 
and Wright (2011) argue that HR attributions will moderate the relationship between 
high commitment work systems (i.e., a bundle of HR practices aimed to produce high 
levels of employee commitment) and employee attitudes and behaviours. The only 
other published empirical study that has utilised the HR attribution construct was 
conducted in the Portuguese outsourcing IT industry (Fontinha, Chambel & de 
Cuyper, 2012). Only the internal HR attributions (commitment- and control-focused) 
were operationalised, and the study provided further support for the relationships 
found in the original research.  
In this thesis, I begin to fill this gap in the literature by responding to Nishii et 
al.’s (2008) call for further research to test HR attribution theory. My response 
includes a partial replication of the original study as well as integrating the study of 
organisational service climate with the study of HR practices. Accordingly, I pose the 
following two research questions:  
 
RQ1: What is the influence of employee attributions of HR practices on job 
satisfaction and organisational commitment? 
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RQ2: To what extent do employee perceptions of service climate explain the 
relationships between employee attributions of HR practices and job 
satisfaction and organisational commitment? 
 
In the following section, I synthesise the two literature reviews conducted thus 
far - service management on the one hand and HRM on the other, and I present the 
conceptual framework that guides this study.  
2.3 Conceptual framework for this study 
Several works have already identified service climate as a predictor of 
employee attitudes, behaviours and organisational outcomes (e.g., Salanova et al., 
2005; Solnet, 2006). Given that service climate represents employees’ perceptions 
of how an organisation supports, rewards and facilitates the delivery of service 
excellence, it follows that the attributions an employee makes as to why the 
organisation has chosen to implement certain HR practices will influence the level of 
service climate perceived.  
I see an intuitive link between Schneider and Bowen’s (2009) proposed model 
of the human side of service delivery (see Figure 2.3 on page 40) and the work on 
employee attributions of HR practices by Nishii et al. (2008). To briefly re-summarise 
the IPO model presented by Schneider and Bowen (2009) at this stage: internal 
organisational features and HR-related processes (throughput) combine to produce 
positive perceptions of service climate, which in turn engender important 
organisational outcomes (output). Nishii et al. (2008)’s conceptualisation of 
employee attributions regarding HR practices can be regarded as a measure of 
throughput and should influence the ‘positiveness’ (Bowen & Schneider, 2014) of 
service climate.  
60 
 
 
Figure 2.5: Conceptual framework for this study 
The conceptual framework (see Figure 2.5) for this study therefore integrates 
the service management perspective of Schneider and Bowen’s (2009) IPO model 
with the work on employee attributions of HR practices initiated by Nishii et al. 
(2008). Along with partially replicating Nishii et al.’s (2008) study, the framework 
draws on the throughput and output elements of the Schneider and Bowen’s (2009) 
IPO model. Throughput is represented by employee attributions of HR practices, as 
well as perceptions (level) of service climate. Output is represented by the 
employee-related attitudes studied by Nishii et al. (2008), job satisfaction and 
organisational commitment. Although in their IPO model Schneider and Bowen 
(2009) spoke of customer-related output, this study looks at employee-related 
outcomes of the service delivery model. It is interesting that Schneider and Bowen 
(2009) did not include employee-related outcomes in their conceptual model, 
although they did highlight the spill-over of employee attitudes and behaviours to 
customer attitudes and behaviours in high-contact service settings. Where Nishii et 
al. (2008) found a direct relationship from employee HR attributions to employee 
attitudes, the conceptual framework for this study posits the existence of employee 
perceptions of service climate as a mediating variable. The rationale for this 
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arguments is now explicated in conjunction with justification for the individual 
hypotheses.  
2.3.1 Hypotheses 
In order to explore the first two research questions, I developed a number of 
hypotheses for testing. Figure 2.6 presents the hypothesised model which depicts 
each individual hypothesis. I introduce and justify each of these below. 
 
Figure 2.6: Hypothesised model 
First, and consistent with the work of Nishii et al. (2008) and Fontinha et al. 
(2012), I expect that employee attributions that the organisation’s HR practices 
reflect a commitment to service quality and employee well-being will be positively 
related to job satisfaction. When employees perceive that the organisation is 
committed to their well-being, they are likely to respond in kind with positive affect 
(Eisenberger, Fasolo & Davis-LaMostro, 1990). Similarly, when employees make HR 
attributions that their organisation is most concerned with reducing costs and 
controlling employees, job satisfaction will be negatively influenced (Applebaum, 
Lavigne-Schmidt, Peytchev & Shapiro, 1999). Consistent with attribution theory, 
where external attributions of behaviour are proposed to have the weakest effect on 
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the subsequent behaviours and actions of observers (Kelley & Michela, 1980), 
attributions that HR practices are premised on the need for compliance with legal 
and regulatory requirements will be unrelated to job satisfaction. Accordingly, the first 
hypotheses are as follows: 
H1a: Employee attributions that HR practices reflect the organisation’s 
commitment to service quality and employee well-being will be 
positively related to job satisfaction. 
H1b: Employee attributions that HR practices reflect the organisation’s 
desire to control costs and exploit employees will be negatively related 
to job satisfaction.  
H1c: Employee attributions that HR practices reflect the organisation’s need 
to comply with external and union requirements will be unrelated to job 
satisfaction.  
 
In a similar vein, organisational commitment will be positively influenced if 
employees believe that their organisation has concern for customer and employee 
experiences (Torka, Looise & van Riemsdijk, 2005). On the other hand, if employees 
feel that the organisation is motivated by controlling costs and employees in order to 
maximise the efficient use of resources, it is likely that employees will be less 
committed. Again, I expect that HR attributions that reflect an external locus of 
causality will be unrelated to organisational commitment. This reasoning results in 
the next set of hypotheses:  
H2a: Employee attributions that HR practices reflect the organisation’s 
commitment to service quality and employee well-being will be 
positively related to organisational commitment.  
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H2b: Employee attributions that HR practices reflect the organisation’s 
desire to control costs and exploit employees will be negatively related 
to organisational commitment.  
H2c: Employee attributions that HR practices reflect the organisation’s need 
to comply with external and union requirements will be unrelated to 
organisational commitment. 
 
Since supportive HR processes represent one of the foundation conditions for 
service climate (Bowen & Schneider, 2014), a positive service climate is most likely 
to be perceived when an employee attributes HR practices to the organisation’s 
commitment to service quality and employee well-being. Similarly, if employees 
perceive that what the organisation values most is cutting expenses and getting the 
most that it can out of employees at all costs, then it is not likely that employees will 
have a positive opinion of the organisational climate for service (Bowen & Ostroff, 
2004). Again, based on the rationale that external attributions will have the weakest 
effect on the subsequent behavioural responses of observers, I do not expect that 
the relationship between the external attribution of union compliance and perceptions 
of service climate to be significant. As Nishii et al. (2008) argued, “even if employees 
were to attribute meaningful dispositional explanations to management’s efforts to 
comply with union requirements, both positive and negative causal explanations are 
possible” (p. 513, emphasis in original). It could be that some employees attribute 
management’s compliance with the union to a concern for employee welfare and a 
sense of fairness, while others adopt a more cynical or pessimistic view that sees 
management as doing the bare minimum it has to in order to operate legally. The 
sum total of this possible variance in opinion is expected to nullify any relationship 
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between union compliance attributions and service climate perceptions. This logic 
leads to a third set of hypotheses: 
H3a: Employee attributions that HR practices reflect the organisation’s 
commitment to service quality and employee well-being will be 
positively related to service climate perceptions. 
H3b: Employee attributions that HR practices reflect the organisation’s 
desire to cut costs and exploit employees will be negatively related to 
service climate perceptions.   
H3c: Employee attributions that HR practices reflect the organisation’s need 
to comply with external and union requirements will be unrelated to 
service climate perceptions. 
 
Consistent with other studies that have linked perceptions of climate with key 
employee attitudes and behaviours (e.g., Salanova et al., 2005; Solnet, 2006), I 
expect that service climate perceptions will positively influence job satisfaction and 
organisational commitment. A positive climate for service exists when employees 
perceive that the organisation supports, rewards and facilitates the delivery of 
service excellence. As the key role of service organisation employees is, obviously, 
to serve, it follows that satisfaction and commitment would be higher in organisations 
that make the job easier. When the potential for role conflict is decreased, job 
satisfaction and organisational commitment will increase (Schneider, 1980). 
Accordingly, the fourth set of hypotheses to test is as follows:  
H4a: Employee perceptions of service climate will be positively related to job 
satisfaction. 
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H4b: Employee perceptions of service climate will be positively related to 
organisational commitment. 
 
Finally, I will also examine whether perceptions of service climate help to 
explain the relationship between employee HR attributions and employee attitudes. 
Service climate is often positioned as a mediator in previous research (e.g., 
Salanova et al., 2005; Schneider et al., 2005; Schneider et al., 2009). In their meta-
analysis of service climate research, Hong et al. (2013) argue that service climate 
plays a “pivotal role” in the service management process and is a “critical linkage in 
translating internal management philosophy into organizational performance” (p. 
237). Figure 2.7 depicts the theoretical model proposed and validated by Hong and 
his colleagues.  
 
Figure 2.7: Theoretical model of the antecedents and consequences of service climate 
(Source: Hong et al., 2013, p. 238) 
While there may be direct relationships between organisational factors, such 
as HR practices, and organisational outcomes, such as customer satisfaction, 
service climate is found to occupy a mediating role between organisational 
antecedents and their outcomes (Salanova et al., 2005). Research suggests that 
service climate develops in part as a result of organisational practices – yet how 
employees perceive and interpret these practices is important in understanding how 
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a service climate is built (Salanova et al., 2005). A service climate will then steer 
employee attitudes and behaviours in the delivery of quality service (Schneider et al., 
1998). Consistent with this notion of service climate mediating the relationship 
between organisational practices and employee attitudes, I present the final set of 
hypotheses: 
H5a: Service climate will mediate the direct effect of HR attributions on job 
satisfaction.  
H5b: Service climate will mediate the direct effect of HR attributions on 
organisational commitment.  
 
Through a comprehensive review of the literature on service management 
and HRM, with a particular focus on service climate and employee perceptions of 
HRM practices, I have underscored the conceptual framework for the current study. 
It is now necessary to contextualise the discussion to the hospitality industry, and to 
casinos in particular. In the final section of this chapter, I view hospitality 
management through the lens of service management, describe the nature of 
contemporary competition in the global casino industry, and then review the current 
state of research directed specifically at casinos. From there, I pose a final research 
question before concluding the chapter.  
2.4 Service management in hospitality and casinos 
The concept of hospitality, in its purest sense, is that of treating guests and 
strangers with friendliness and generosity. As an area of academic interest, the 
definition of hospitality is far from agreed upon (Morrison, 2002), although most 
definitions encompass the core idea of hospitality as well as the commercial industry 
that exists to provide hospitable service (e.g., Brotherton & Wood, 2000; Crick & 
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Spencer, 2010; Pizam & Shani, 2009). The hospitality industry comprises a few key 
tangible aspects, namely accommodation, food and beverage service and 
entertainment (Kandampully, 2007; Ottenbacher, Harrington & Parsa, 2009), but it is 
the intangibility of the interpersonal interaction that characterises the nature of the 
industry. How to manage the interpersonal interactions in order to provide value to 
customers is a core issue for the hospitality industry.  
 Hospitality, like most other industry sectors, is suffering from the decreasing 
ability to add value in the traditional way to its products and services. According to 
Nijs (2003), value creation has always been understood in financial terms – before 
the industrial revolution, agriculture was the main source of value creation, and the 
emphasis was on commodities. With the advent of industrialisation, the focus shifted 
from raw materials to value-added goods. Most recently, the advent of new 
technologies and the automation of production processes have placed importance 
on service as a method of adding further value to products. With the automation of 
services that is now apparent (for example, computerised reservations systems), all 
major operators have the same ability to add value to their offerings through service. 
Somehow hospitality (and all other service) businesses have to find a way to 
differentiate their service offerings in a unique and memorable way to be able to 
sustain a competitive advantage into the future. Pine and Gilmore (1999) contend 
that service in itself is no longer enough, instead businesses must create 
‘experiences’ for their customers. In the view of Lusch et al. (2007), even the 
creation of experiences is not enough – instead, organisations must re-conceptualise 
how they think about their markets, their operations and the external environments in 
which they operate. A revised mindset allows value to be co-created with each 
individual customer, rather than attempting to add value independently of the market. 
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Another major challenge facing the hospitality industry worldwide is the ability 
to recruit and select adequately trained and motivated staff in order to deliver 
superior service quality to customers. It is often noted that jobs in hospitality are 
stressful, have anti-social working hours, attract low wages and offer relatively few 
opportunities for advancement and long-term career development (Choy, 1995; Crick 
& Spencer, 2010; Iverson & Deery, 1997; Solnet & Hood, 2008). Research in the 
hotel industry demonstrates the priority placed on labour flexibility and cost reduction 
(Knox & Walsh, 2005), which has resulted in a transient workforce that views jobs in 
the industry as a source of income rather than a permanent career (Choy, 1995; 
Crick & Spencer, 2010; Macaulay & Woods, 1989). The working conditions 
described above are not conducive to generating exceptional levels of service 
excellence, and it is not surprising that hospitality organisations often fail to deliver 
on the high levels of service quality that many proclaim is their hallmark. For this 
reason I argue that casino and other hospitality organisations need to adopt a 
service perspective on management. This approach underpins the contextual 
framework for this thesis. It is now necessary to review the current state of research 
specifically directed at the casino industry, with a particular emphasis on studies that 
have focused on service and human resource related parameters.  
2.4.1 Casino specific research 
Competition in the global casino industry has grown significantly in the last 
three decades. From 15 legal casinos worldwide in 1970 to 77 legal casinos in the 
1980s, by 2003 there were legal casinos operating in 130 of the world’s 202 
countries (Wan, 2012). As recently as 1998, a casino industry commentator 
observed that “the chances that someplace else will become a new Las Vegas are in 
the category of hitting a ten spot at Keno – very remote indeed […] the world of 
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gambling will continue to revolve around Las Vegas” (Thompson, 1998, p.21). This 
comment is now redundant, as evidenced by the rapid advent of Macau in 2006 as 
the world’s leading gaming destination in terms of gaming revenue (Gu & Siu, 2008; 
Kale, 2007). Since then, the Macau market has continued to grow substantially, with 
a 57.8% and 42% increase in gaming revenues in 2010 and 2011 respectively (Kale 
& De, 2013). Indeed, gaming revenues grew by 657% in Macau between 2003 (a 
year after casino operating concessions were granted) and 2010 (Tsai, Lo & 
Cheung, 2013). Barely a few years old, and with only two casinos in the market, 
Singapore’s gaming revenues almost matched those of the Las Vegas Strip in the 
first quarter of 2011 (Kale & De, 2013).  
Based on the Las Vegas example of creating a highly successful tourism 
destination of international repute in a remote desert region, casino tourism, once 
viewed as an ‘evil’ to be avoided, is now frequently used to drive tourism 
development in destinations (Kim, Prideaux & Kim, 2002). Around the world, 
numerous countries have attempted to mirror the benefits derived from casino 
tourism development as demonstrated in the United States. Prominent examples are 
found in Australia (Prideaux, 2000), Canada (MacLaurin & MacLaurin, 2003), South 
Korea (Lee & Kwon, 1997), South Africa (Thompson, 1998), Singapore (Gu & Siu, 
2008), Slovenia (Assaf, Cvelbar & Pahor, 2013) and most notably, Macau (Kale, 
2007). Currently, Ukraine is drafting a law that will allow luxury hotels to offer 
gambling services (Bondaryev & Shelkovnikova, 2013). As a result, casinos face 
competition not only from other casinos within a destination, but also from other 
casino destinations and other forms of gambling and gambling-related experiences.  
The ‘commoditisation’ observed in the hotel industry, where all competitors 
offer a very similar core product and service offering (Gilmore & Pine, 2002), is also 
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evident in the casino industry. Casino operators consistently rely on gaming 
promotions that offer high pay-outs, such that customers become de-sensitised to 
them and can pick and choose which promotion at which casino to partake in, at any 
given time (Lucas & Bowen, 2002). The increasing global supply of casinos, 
combined with the current challenging economic times, makes it necessary to learn 
more about the nature of casino markets, the drivers of demand, and the 
determinants of service quality and customer satisfaction (Hinch & Walker, 2005; 
Kale & De, 2013). While research has begun to analyse the market segmentation of 
casino customers (e.g., Hong & Jang, 2004; Lee et al., 2006; Park, Yang, Lee, Jang 
& Stokowski, 2002; Wong 2012), much of this work has been conducted in Korea, 
and does not specifically address the motivations and satisfiers of these segments. 
Other casino-related research tends to focus on issues of investment risk, optimum 
gaming product mix, sales promotions and physical facilities of casinos (e.g., Lee & 
Jang, 2014; Lucas, 2013a; Lucas, 2013b; Lucas et al., 2004; Lucas & Bowen, 2002;  
Repetti, 2013; Roehl, 1996; Shin, Hancer, Leong & Palakurthi, 2010), and does not 
consider the impact of employee- or service-related variables.  
Research into casinos from an organisational behaviour, human resources or 
service management perspective has only recently been forthcoming in the 
literature. Initially, studies of the antecedents or consequences of service quality or 
customer satisfaction in the casino industry were mostly limited to the impact of 
servicescapes (e.g., Johnson, Mayer & Champaner, 2004, Lam, Chan, Long & Fo, 
2011). With the advent of Asian casino markets as rivals to the traditional Las Vegas 
hegemony, interest is growing regarding the impact of service (and the employees 
who deliver it) on competitive advantage.  
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Wittmann (2006) conducted a series of interviews with casino employees in 
Mississippi and reported the recurring themes of the repetitive, yet well-paid, nature 
of the job, exposure to gambling, the existence of a social ‘casino family’, a 
sexualised working environment, and an ‘us and them’ attitude towards management 
that resulted in hostile relationships. Bai et al. (2006) found a neutral level of 
organisational commitment and an only slightly positive level of employee 
satisfaction in the one Las Vegas casino they studied. They attributed the findings to 
poor communication between management and front-line staff as well as limited 
employment engagement strategies. Chen McCain and her colleagues (2010) 
investigated the relationship between organisational distributive and procedural 
justice and employees’ ethical behaviours and job satisfaction, and found significant 
positive relationships between these variables. Back, Lee and Abbott (2011) found 
that internal service quality (in terms of training, communication and perceived 
benefits) positively influenced the job satisfaction, self-esteem and organisational 
commitment of casino dealers in Korea. Prentice and King (2013) identified a 
positive relationship between casino hosts’ emotional intelligence and adaptability 
and their (self-reported) service performance to premium casino players.  
In recent years, Macau-based research, premised on the notion of generating 
competitive advantage through employees and service, has begun to appear. Kale 
(2007) argued that casino employees are paid better than employees from other 
industries, and as a result, the job attracts a wide range of candidates who may not 
be best suited to the position, or aligned with a casino organisation’s goals in terms 
of high quality service delivery. Taormina and Kuok (2009) studied the factors related 
to casino dealer burnout and turnover intention, and found that training, distributive 
justice and need for achievement were positive predictors of job satisfaction, while 
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future prospects and work satisfaction were negatively related to burnout. In an 
exploratory qualitative study, Wan (2010) investigated the job perceptions of casino 
dealers. The lack of a fair and transparent reward and promotion system, and poor 
internal communication were among the barriers to the delivery of service quality, as 
perceived by the dealers. Yu and To (2013) found that information generation and 
dissemination within the casino organisation positively influenced employee 
attitudes, compliance and retention. The findings of these Macau studies underscore 
the importance of an effective HRM system. 
In recognition of the unique factors that influence customer perceptions of 
service quality in a casino setting, Wong and Fong (2012) developed a measure of 
casino service quality: CASERV. The 12-item scale covers four dimensions: game 
service, service environment, service delivery and food service. In one published 
application of this scale, Zeng and Prentice (2014) found that service quality had a 
significant effect on gambler’s attitudinal loyalty, but not on their behavioural loyalty. 
This finding is indicative of the level of competition for the gambler’s wallet – so 
many options exist for the gambler that they may experience a higher level of 
positive affect towards a particular casino, but not necessarily always visit that 
casino when gambling. It is useful to understand the factors involved in customer 
perceptions of casino service quality, however these studies did not include any 
employee-related variables in their investigation.  
In the only service management-based study conducted in Australian casinos, 
Kralj and Solnet (2010) examined the linkage between service climate and customer 
satisfaction in casinos – one notable finding from their research was the marked 
differences in opinions between the casino department staff and non-casino staff, 
where the opinions and attitudes of the casino employees was significantly less 
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positive than those of the hotel and food and beverage employees. The authors 
suggested that there are particular internal dynamics and contextual factors in a 
casino organisation that hinder the development of a uniform opinion across the 
entire organisation, but as a result of their purely quantitative research design, were 
not able to shed light on the nature of such dynamics. This undetermined situation 
links to questions of ‘best fit’ versus contingency perspectives on HRM systems and 
warrants further empirical attention.  
The casino literature suggests that the unique operating environment of 
casinos (e.g., 24/7 operations, exposure to the risks and rewards of gambling, large-
scale enterprises with all employees working ‘under the same roof’) impacts on 
employee and customer outcomes (Kralj & Solnet, 2010; Wittmann, 2006). In 
accordance with the conceptual framework outlined in Figure 2.5 (page 60), in this 
study I attempt to uncover more explicit information about the specific nature of 
working life in a casino environment and attendant impacts on employee attributions, 
perceptions and attitudes, by investigating this final research question: 
 
RQ3:  What are the salient features of the casino working environment that 
have an impact on employee HR attributions, perceptions of service 
climate, job satisfaction and organisational commitment? 
 
As will be clarified further in the following chapter on the research 
methodology, I explore this final research question using a qualitative approach. The 
lack of casino-specific research into employee attitudes and other service-related 
variables necessitates an exploratory approach at this stage. Furthermore, the newly 
emerging investigation of employee attributions of HR practices as a potentially 
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important factor in the relationship between HR practices and organisational 
outcomes also pre-supposes an exploratory approach towards identifying the 
possible antecedents of HR attributions. Accordingly, I have not developed 
hypotheses in relation to the third and final research question.  
An ‘if you build it, they will come’ attitude has conventionally been adopted 
towards patronage of casinos, but with the global supply of casinos increasing, it is 
necessary to learn more about the nature of casino markets, the drivers of demand, 
and the determinants of service quality and customer satisfaction (Hinch & Walker, 
2005). My thesis begins to address this gap in the literature – by exploring the 
influence of employee-perceived HR practices and service climate on employee 
attitudes and behaviours in the casino industry.  
2.5 Summary 
It is clear that paying attention to service is integral to competitive success in 
today’s business world. In this chapter, through a review of the major literature, I 
have outlined the importance of services today and how the study of service 
management has emerged out of the recognition of fundamental differences 
between the management of products and services. I discussed the idea of service-
dominant logic, where people (both employees and customers) hold the key to the 
creation of value through service. Effective management of the challenges inherent 
in managing people therefore lies in the creation of a positive and shared 
organisational climate for service.  
Following a review of the service management literature, I identified a natural 
link to the human resource management literature. I provided a synthesis of the 
major research and perspectives in HRM, with a focus on the importance of 
employee perceptions of HR practices. Although it is commonly accepted that good 
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HR practices can lead to organisational success, there is little understanding of the 
intervening processes that make the relationship happen. The attributions 
employees make regarding why their organisation has chosen to implement 
particular HR practices are posited as an influential precursor to desirable employee 
attitudes and behaviours and, by nature, would also be particularly relevant when 
determining employee perceptions of service climate. 
While all these issues are highly relevant to all service businesses, it would 
seem that the casino industry lags behind many other service industries in 
attempting to better understand its customers, employees and sources of 
competitive advantage. Research has, in the main, concentrated on sales and 
promotion strategies rather than employee- and service- related variables. 
Furthermore, various scholars have suggested that unique phenomena exist in the 
casino workplace environment that may cause deviations from the commonly 
accepted relationships between important organisational variables. With the level of 
competition for gaming and gaming-related experiences growing rapidly around the 
globe, it is time to gain a better understanding of how human resource management 
contributes to service quality in the casino industry.  
In reviewing the relevant literature, several gaps in the literature emerged. 
Although it is generally agreed that a positive organisational service climate will lead 
to positive organisational outcomes through desirable employee attitudes and 
behaviours, research that is specifically focused on the development of service 
climate in organisations is somewhat sparse. Further, a greater understanding of the 
mechanisms responsible for linking HR practices to desirable employee responses is 
needed. My thesis attempts to fill this gap by expanding on a newly emerging line of 
inquiry in HRM – the attributions employees make regarding why their organisation 
76 
 
has adopted certain HR practices – and linking these attributions to perceptions of 
service climate. In addition to these contributions, the conceptual framework is 
explored in the context of casinos – an industry that is undergoing intense increases 
in competition and requires a corresponding increase of research into the drivers of 
competitive advantage. Correspondingly, the research questions to be addressed in 
this study are: 
RQ1: What is the influence of employee attributions of HR practices on job 
satisfaction and organisational commitment? 
 
RQ2: To what extent do employee perceptions of service climate explain the 
relationships between employee attributions of HR practices and job 
satisfaction and organisational commitment? 
 
RQ3:  What are the salient features of the casino working environment that 
have an impact on employee HR attributions, perceptions of service 
climate, job satisfaction and organisational commitment? 
 
In the following chapter I introduce the proposed methodology for 
investigating the relationships found in the conceptual framework. I also provide a 
justification for the methodology as well as an evaluation of its limitations.  
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CHAPTER 3 – METHODOLOGY 
3.0 Introduction 
In this chapter, I explain the intended research design and methods used to 
examine the research questions and hypotheses in this thesis. As an important 
starting point, I review my philosophical, ontological and epistemological stance. I 
then provide a detailed description of the two-stage research design. In the outline of 
each stage, I provide an overview of the method, the justification for its use, and 
associated strengths and limitations, along with a summary of the data collection 
process for each stage and a data analysis plan.  
3.1 Philosophical, ontological and epistemological approaches 
Prior to the commencement of any research project, the researcher must be 
conscious of their own philosophical position in relation to conducting research. This 
includes understanding both epistemological and ontological assumptions, as these 
will ultimately influence not only how the researcher learns from the study, but also 
what is learned from the study (Creswell, 2003).  
As a central element in philosophy, epistemology is ultimately concerned with 
knowledge about knowledge itself – the nature of knowledge, its sources and its 
limits (Johnson & Duberley, 2000). In the context of research, epistemology is most 
relevant to methodology, in that an epistemological stance will heavily influence the 
chosen method for how to understand the phenomenon under investigation. 
Although intrinsically related, an important distinction must be made between the two 
terms. Epistemology is a fundamentally philosophical standpoint, while methodology 
is concerned with the principles that underpin the choice, deployment and 
interpretation of the specific and practical tools (the method) adopted for 
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understanding and gaining insight into the chosen research questions (Denzin & 
Lincoln, 2000).  
I have taken a post-positivistic stance, a research paradigm that calls for a 
range of practical data collection methods. Post-positivism is a form of objectivist 
epistemology, and as indicated by the suffix post-, it has its roots in the traditional 
scientific philosophy of positivism and developed as a reaction to said philosophy. 
While positivists upheld the absolute truth of knowledge, 19th century writers such as 
Comte, Mill, Durkheim, Newton and Locke (Smith, 1983 as cited in Creswell, 2003) 
began to challenge this notion by highlighting that when studying the behaviours and 
actions of human beings, one can never be ‘positive’ about claims of knowledge. As 
this viewpoint gained popularity and 20th century scientists increasingly adjusted their 
objectivist stance, post-positivism emerged as a revised form of positivism, 
described by Crotty (1998) as “a less arrogant form of positivism” (p. 29). A key 
assumption of post-positivism includes the inability to ever determine the absolute 
truth – the ‘evidence’ established by research is subject to imperfections and 
fallibility. As a result, standards of reliability and validity become important as 
researchers must examine their methods and conclusions for potential bias (Phillips 
& Burbules, 2000).  
Guided by the post-positivist paradigm, and in order to most appropriately 
explore the research questions of this study, I adopted a combination of methods 
(e.g., Creswell, 2003; Newman & Benz, 1998; Tashakkori & Teddlie, 1998). Whereas 
the preceding positivist paradigm sought measurable, discoverable facts, the post-
positivist process is interactive and seeks a realistic understanding, interpreted 
through social and cultural contexts (Lincoln & Guba, 2000). Thus, a post-positivist 
methodology is an evolving process, where the research design benefits from 
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additional questions to ask and data to collect that emerge from the research 
process. 
In contrast to epistemology, which fundamentally concerns knowledge and 
how knowledge is known, ontology is concerned with the nature of being and 
existence as such (Denzin & Lincoln, 2000). A post-positivist epistemology naturally 
adopts a realist ontology – a viewpoint that holds that the objects of knowledge exist 
and act regardless of our beliefs about them. Critical realists take this position 
further, distinguishing between independently existing beings and processes (the 
objects of knowledge) and the knowledge claims (epistemology) and methods that 
are used to understand such objects (Bhaskar & Lawson, 1998). In this view, reality 
is dynamic and impossible to define exhaustively – levels of analysis become ever 
deeper as new layers of investigation and new research questions are derived from 
current research conclusions (Benton, 2003). In this thesis, I adopt such a critical 
realist ontology. I accept that the establishment of sound, reliable and reasonably 
stable relationships among social phenomena is possible. However, the 
understanding and application of such relationships will never be infallible.  
3.2 Research Design 
The approach I adopted for this research includes a mix of methods, both 
qualitative and quantitative, in order to gain insight into the research questions. The 
mixed method approach to research involves a combination of data collection 
techniques, conducted either sequentially or concurrently, and involves the collection 
of numeric information (through instruments such as surveys) as well as text 
information (gathered through interviews, for example). Quantitative and qualitative 
research methods can be, and often are, seen as contradictory and opposing 
approaches. This argument is certainly logical in cases where each method is 
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premised on vastly different philosophical foundations. However, when carefully 
integrated, quantitative and qualitative research methods can also complement and 
support each other, providing richer and more meaningful insights into the research 
problem (Creswell, 2003; Denzin & Lincoln, 2000; Newman & Benz, 1998).  
At its broadest, the mixed methods approach involves collecting both 
qualitative and quantitative data – however, within the mixed methods framework 
there are a number of possible research designs. Within the concurrent strategies, a 
researcher could adopt either a transformative, triangulation or nested strategy. 
Sequentially, the researcher can adopt an exploratory, explanatory or transformative 
design (Creswell, 2003). These three sequential designs are similar in that one 
phase of data collection follows the other. Key differences are that the explanatory 
design starts with (and prioritises) quantitative methods, the exploratory design 
commences with qualitative methods, and a transformative approach will adopt the 
necessary sequence as guided by the particular research problem (Creswell, 2003). 
Transformative designs, unlike the exploratory or explanatory designs, pre-suppose 
a particular theoretical perspective, the aim of which ultimately guides the chosen 
research design (Creswell, 2003). Alternatively, exploratory designs are particularly 
useful for investigating a new or previously unstudied phenomenon - this model is 
often adopted for developing and testing new research instruments (Creswell, 1999). 
Most appropriately for the current study though, the main purpose of a sequential 
explanatory design is to help explain and interpret the findings of what would 
otherwise be a purely quantitative study – this approach is especially useful when 
the results of the quantitative study are unexpected (Morse, 1991).  
 In accordance with the philosophical position of my research, and guided by 
the practical necessities of exploring the specific research questions, I have adopted 
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a sequential explanatory design in this thesis (see Figure 3.1). As discussed in 
previous chapters, the initial research interest motivating the current study was to 
gain a better understanding of the nature of service and service management in the 
casino industry. After a thorough  review of extant literature, I formed a conceptual 
framework for the research (see Figure 3.2), including specific research questions 
and hypotheses (outlined in the previous chapter). This framework guided the 
implementation of the two-stage study.  
Figure 3.1: Sequential explanatory mixed methods research design (Source: Creswell, 
2003) 
 
 
 
Figure 3.2: Conceptual framework 
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In the first stage, I administered surveys to the employees of two casino hotel 
organisations in Australia. At each organisation, the survey was administered at one 
casino hotel site, although each participating casino organisation operated more than 
one casino hotel. In order to further explore and extend the findings of the first stage, 
I conducted a second stage, where a purposeful selection of participants were 
interviewed. The first stage enabled me to explore the first two research questions. 
Through the second stage, I gained greater insight into the specific nature of working 
life in casinos that has an impact on important employee perceptions, attributions 
and attitudes (RQ3). This two stage study allowed more meaningful conclusions and 
practical insights to be drawn from the research. Each stage is outlined in greater 
detail below.  
 
3.3 Stage 1 – Employee survey 
For Stage 1, I used a survey method (self-report questionnaire) in order to 
investigate Research Questions 1 and 2: 
 
RQ1: What is the influence of employee attributions of HR practices on job 
satisfaction and organisational commitment? 
 
RQ2: To what extent do employee perceptions of service climate explain the 
relationships between employee attributions of HR practices and job 
satisfaction and organisational commitment? 
 
The survey method is a particularly useful one, as it allows researchers to 
acquire comprehensive and in-depth statistical data from a relatively large sample of 
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participants (Denzin & Lincoln, 2000; Higgs & Ashworth, 1996; Veal, 2005). The 
survey method is a practical data collection medium, as the researcher can obtain 
large amounts of valuable data with the least amount of intrusion and effort on the 
part of participants, whilst also complying with the financial and time limitations of the 
overall study.  
Designed to gather information about the qualities, features, opinions or 
actions of a large number of people representing the population of interest, surveys 
are used to collect data by asking respondents to answer a series of questions, 
without the aid or intervention of an interviewer (Bryman, 2004). The aim of the first 
stage of this study is to gain insight into how employee attributions of HR practices 
might influence the employee attitudes of job satisfaction and organisational 
commitment as well as the climate for service perceived by employees of an 
organisation. It is also of interest to examine whether the direct relationship between 
employee attributions of HR practices and employee attitudes (job satisfaction and 
organisational commitment) is mediated by perceptions of service climate. 
I chose the survey method for Stage 1 as it is a highly regarded organisational 
research tool with a long and successful background in research that attempts to 
explain or understand the attitudes and opinions of individuals (Baker, 2001; Veal, 
2005). In industrial and organisational psychology research, the use of surveys has 
increased remarkably over the second half of the past century (Rogelberg, Church, 
Waclawski & Stanton, 2004) to the point of becoming a dominant practice in the 
measurement and assessment of attitudes and behaviours (Czaja & Blair, 1996). 
Indeed, it is common for researchers in organisational climate (e.g., Schneider & 
Bowen, 1985; Schneider et al., 1998; Varela González & García Garazo, 2006; 
Yoon, Choi & Park, 2007) as well as researchers concerned with employee attitudes 
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towards human resource practices (e.g., Nishii et al., 2008; Liao et al., 2009; 
Takeuchi et al., 2009) to adopt a survey methodology in order to assess employee 
perceptions of their organisations and their work groups and to gain understanding 
regarding important intra-organisational relationships, processes and outcomes.  
3.3.1 Strengths and limitations 
Employee surveys have several weighty advantages, including: ease and 
speed of administration; convenience; capacity to ask more questions in the 
available time; pre-determined questions eliminate variability in interview technique; 
no interviewer bias (Bryman, 2004; Veal, 2005). The employee survey also has its 
disadvantages, but these can similarly affect other types of data collection 
techniques. Examples of these disadvantages are the inability to explore answers in 
greater detail, the inability to ascertain if a question was understood as it was 
intended, and the tendency of respondents to randomly circle any answer if bored or 
tired (Bryman, 2004; Hill & Alexander, 2000). On balance, I chose the employee 
survey as the most appropriate data collection tool for the current study. It allows for 
the comparison of the responses of a large number of participants, and the second 
study provides the opportunity for further probing that is not possible when using a 
single method only. 
3.3.2 Data collection and sample 
 The most desirable selection process for survey research is random sampling, 
as it is a probabilistic form of sampling where each individual selected has an equal 
probability of being chosen (Creswell, 2003). This randomisation of sample selection 
allows for the results to be generalised to the population and is the basis of most 
statistical techniques. On the other hand, a non-probability sample is one where the 
probability of selecting any one individual is not known – one common form is 
convenience sampling, where participants are chosen based on their availability and 
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willingness to participate (Babbie, 2001; Bryman, 2004). The two participating casino 
organisations are large employers, with the majority of employees at each of the 
casino properties working shifts on a 24-hour roster. This factor, coupled with the 
need to secure permission and support from top management in order to undertake 
the data collection, created serious administration issues that would have 
significantly driven down response rates if a probabilistic sampling method had been 
used. It was therefore necessary to adopt a non-probabilistic convenience sampling 
method for this study.  
 Despite the limitations of this sampling technique, the resource, access and 
time limitations of the study justify its adoption. The major limitation of convenience 
sampling is the inability to generalise to the overall population, as it is not possible to 
determine how representative the sample is of the population (Creswell, 2003). To 
make the study viable, the full cooperation of senior management at each 
participating casino hotel was paramount. Based on this constraint, the data 
collection process needed to be viewed as least invasive as possible, without 
additional support, resources or investment of time required by the casino hotels.  
 I limited the research scope to casinos operating in Australia, due to logistical, 
timeframe and budget constraints. The participant organisations for this research 
operate a number of casino hotels in different locations throughout Australia, as well 
as overseas. Originally, I gained access to one casino organisation that operated 
multiple casino properties in metropolitan areas. However after six months of 
negotiations that got as far as developing a specific data collection plan to collect 
data at multiple properties, access was then revoked due to a major organisational 
re-structure. This rejection was naturally a very disappointing result, not only 
because of the amount of time invested in the process, but also because of the small 
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number of casino operators in Australia. With the withdrawal of this large operator, 
the opportunities for data collection were much slimmer. Nevertheless, through 
industry contacts, I was eventually able to gain access to two alternative casino 
properties, operated by two separate casino organisations.  
Both casino properties were located in regional areas that could also be 
described as remote, depending on perspective. The ramifications of the location 
meant that the two participating properties were smaller in scale, and therefore also 
in employee numbers, than originally anticipated when the research study was 
designed. Nevertheless, having two different organisations participating would 
enable a comparison of results across organisations that was not possible when 
dealing with one organisation. Both casino properties fluctuated quite substantially in 
the size of employee population according to seasonality, and at the time of data 
collection both properties were in low season. Consequently, both properties had 
significantly fewer transient employees than they would have at high season, 
meaning that the sample would be sizeably represented by stably employed and 
longer-term respondents. One casino hotel (referred to from now on as “Casino 
Ace”) had a staff population of around 240 employees at the time of data collection, 
while the other (referred to from now on as “Casino Baccarat”) had a population of 
approximately 600 employees.  
All staff members below the level of general manager were eligible to 
participate in the survey. Prior to the actual collection of data from employees, I 
conducted a series of meetings with senior and mid-level management at each 
casino hotel. These meetings were used to build rapport and explain the importance 
and relevance of the research, such that these managers could speak positively of 
the research and endorse and encourage the participation of employees at staff 
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meetings and briefings. My meetings with management also provided an opportunity 
to gain the managers’ contextually expert opinion on the contents of the 
questionnaire. This insight not only assisted in providing justification for the inclusion 
of certain HR practices over others for example, but it also provided an opportunity to 
improve the wording for the particular audience. 
At both casino properties, I completed six days (and nights) of survey data 
collection. Every attempt was made to acquire a similar response rate and overall 
proportion of the employee population at each casino hotel. More detailed 
information on the size of the sample at each casino hotel, and the descriptive 
characteristics of each are presented in the following chapter. At each casino hotel, I 
solicited a table in the staff cafeteria where I had an attention-grabbing poster 
indicating the purpose of the research, along with a bowl of chocolates as a small 
incentive, to attract participation. Whenever possible, I supplemented this passive 
approach by actively requesting the participation of employees who were using the 
cafeteria but had not approached the research table. I made sure that I attended the 
cafeteria at a full range of appropriate times to gain access to all shift-workers. Peak 
breakfast, lunch and dinner times were requisite and also for an hour before and 
after the main shift changeover times (three changeovers per day). As a result, I was 
sometimes collecting data at midnight or even 3am or 5am. This approach was met 
with obvious appreciation from the employees who had seen me there when they 
arrived prior to their 8pm start time, but were too busy to complete a survey at that 
stage. Several of these ‘night’ shift employees (8pm till 4am) commented that they 
were typically not included in similar data collection efforts (driven by the 
organisation or otherwise) because of the timing of their shifts and were therefore 
usually reluctant to participate even if they were asked at the start of their shift. 
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However, they recognised my special effort to visit the cafeteria in the middle of the 
night, and were pleasantly surprised by the gesture, which then prompted them to 
reciprocate through participation in the survey.  
Logically, a potential for bias existed based on the employees who frequent 
the cafeteria and those that do not. However, I did not expect that bias would be a 
problem, as the cafeteria in each casino hotel is an important hub for employees. 
Food and beverages are provided free of charge in these cafeterias (a major 
drawcard for hospitality employees). Furthermore, the cafeterias, other than being an 
access point to the front-of-house departmental areas for most employees, are the 
only location that employees are allowed to frequent while on a work break, other 
than the designated outdoor smoking area (DOSA) and the staff toilets/locker rooms. 
I also solicited participation from employees using the DOSA (employees must only 
smoke in this area such that they could not be ‘hiding’ in other locations – time, 
smoke detectors and abundant security cameras prohibit such actions). It was not 
appropriate for me to collect data in the locker rooms – largely to afford employees a 
level of privacy and solitude, but also because I was only able to access the female 
facilities, which would have skewed the sample characteristics.  
 
3.3.3 Development of questionnaire 
I designed the questionnaire to acquire data on employee perceptions, 
attributions and work-related attitudes at each of the participating casino properties. 
The key constructs to measure in order to explore the research questions were job 
satisfaction, organisational commitment, perceptions of service climate, and 
attributions that employees make about why the organisation has implemented its 
particular set of HR practices. Given the nature of the convenience sampling method 
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outlined above, I designed the questionnaire to be as brief as possible. Response 
rates are adversely affected by questionnaires that are perceived to be complex and 
lengthy (Hill & Alexander, 2000). My own extensive experience in hospitality 
management confirms this relationship. It was well understood that an overly wordy 
and lengthy questionnaire would be met with greater than normal resistance by 
employees of the casino organisations. The employees completing the questionnaire 
were on a limited time schedule and reluctant to engage in something that would 
consume valuable and necessary break time. Combined with this constraint was the 
consideration that many of the staff had language barriers and limited 
comprehension, particularly in the positions with less customer contact. The 
literature supports these assumptions drawn from my own professional experience, 
with an inverse relationship found between questionnaire length and response rates 
(Czaja & Blair, 1996; Huberman & Miles, 1998b).  
The questionnaire used in the current study comprised 47 questions across 
four parts, presented on three pages (refer to Appendix 1). The first segment of the 
questionnaire included demographic variables (6 questions). The second section 
was concerned with the perceived climate for service within the organisation (7 
questions). The third part of the questionnaire investigated employee attributions for 
why the organisation had implemented specific HR practices (25 questions). The 
fourth section measured employees’ attitudes, opinions and feelings regarding a 
range of factors to do with their job and their organisation (9 questions). The 
questionnaire is described in more detail in Section 3.3.5 (pages 91-94). At the end 
of the survey, respondents were also invited to write any additional comments that 
they thought were relevant to the responses they had provided.  
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3.3.4 Pilot-testing 
 Prior to undertaking the data collection at the participating casino properties, I 
conducted a pilot test of the survey. The pilot test involved administering the survey 
to a group of approximately 30 employees at one of the participating casino 
properties. The majority of the respondents to the pilot survey were in ‘back-of-
house’ administrative positions although many had prior experience in frontline 
hospitality positions. The primary aim of the pilot test was to gain feedback on the 
structure, presentation and wording of the questionnaire and individual questions 
within it. I used feedback from this exercise to enhance the readability and 
comprehension of the survey instrument and to check the appropriateness of each 
item for the study context. Further, the pilot test was important to get an indication of 
the average timeframes needed to complete the questionnaire satisfactorily. This 
information was invaluable in providing casino managers with accurate information 
on how long the survey would take their employees to complete. I also conducted a 
pilot test of the data analysis to ensure that the survey instrument was statistically 
sound.  
 Changes made to the survey as a result of the pilot test included alterations to 
the wording of some questions as well as the ordering of some items. I changed 
wording to be more appropriate to the language commonly used by employees of the 
two organisations (e.g., ‘remuneration’ was commonly referred to as ‘pay’, while 
‘scheduling’ was commonly referred to as ‘rostering’). I also altered wording in order 
to be more context-specific (e.g., some of the employment benefits offered by the 
two organisations). Feedback from the HR manager at one casino hotel suggested 
that the HR practice attribution items would be more logically presented in the order 
in which employees first experienced them, from the point of initial employment. This 
suggestion seemed sensible, so I adopted it.  
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The survey that was pilot tested was slightly shorter than the survey used for 
the research. In the third section of the pilot survey, there were only 15 HR attribution 
items (as opposed to 25) and in the fourth section there were only 7 items related to 
employee attitudes, opinions and feelings (as opposed to 9). Data analysis of the 
pilot survey results indicated that some changes to the constructs were necessary. 
The HR attribution items in the pilot survey followed the three-factor categorisation 
validated by Nishii et al.’s (2008) confirmatory factor analysis. However, results in the 
pilot test were ambiguous, although this imprecision could have been because of the 
small sample size. Instead I chose to use the five-factor categorisation that Nishii et 
al. (2008) had originally tested. As a result, I separated out some of the ideas that 
were joined to form a three-factor categorisation (hence 25 questions instead of 15 in 
the second section). This alteration afforded me the opportunity to perform another 
confirmatory factor analysis in the study proper, in order to find support or otherwise 
for Nishii’s et al.’s (2008) factor analysis results. In view of the pilot study outcomes, I 
also decided to use a three-item measure of job satisfaction, rather than a single-
item measure (hence 9 questions in the fourth section rather than 7), as the use of 
multiple items would allow for better modelling using structural equation techniques.  
3.3.5 Measures 
In this section, I explain the survey items selected to measure each of the 
focal constructs. I report the results of validity and reliability testing for each of the 
included scales in Chapter 4, along with confirmatory factor analyses and the 
remainder of the data analysis results.  
Employee HR attributions 
I used the typology of HR attributions developed by Nishii et al. (2008) to 
measure employee attributions regarding HR practices in this study. After extensive 
background research, pilot and scale testing, Nishii et al. (2008) confirmed a three-
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factor categorisation of attributions that employees make as to the reasons that the 
organisation has implemented the human resource practices that it has. As reported 
above, pilot testing indicated that superior data would result from using the original 
scale comprising five (rather than three) attributions developed by Nishii et al. (2008) 
prior to their confirmatory factor analysis. For each of five HR practices (recruitment 
and selection, training, remuneration, scheduling and employment benefits), 
respondents were asked to rate (on a scale of 1 to 7, with 7 being strongly agree) the 
extent to which they agreed with each of five attribution statements regarding the 
motivations behind the casino organisation’s implementation of that practice (i.e., a 
total of 25 items).  
The selection of which five HR practices to examine in this study was primarily 
based on my extensive professional experience in the Australian casino industry. My 
experience led me to conclude that these practices are of most interest and 
relevance to the majority of the study population. As a result, employees are most 
likely to attend to these particular practices over other, less obvious or ubiquitous, 
HR practices. The selection of HR practices for inclusion in the study was confirmed 
by the HR managers at each of the participating casino properties. 
Note that on the survey instrument, the items regarding HR attributions are 
organised by HR practice, rather than by attribution. This layout forced respondents 
to think about each HR practice separately, rather than focusing attention on each 
individual attribution. At the individual level, the data collected from this measure was 
then calculated as one score for each attribution, such that, for each respondent, 
there was an indicator of the extent to which they think each of the five possible HR 
attributions is driving the organisation’s choice. It could be that respondents feel 
there is more than one reason behind a particular HR practice. 
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Service climate  
 I selected the Global Service Climate scale developed by Schneider et al. 
(1998) for use in the employee survey. Hong et al. (2013) found this scale to be the 
most widely used measure of service climate in the extant literature. The scale 
comprises seven questions. Respondents were asked to rate the extent to which 
they perceived various elements of service climate as favourable or otherwise (on a 
scale of 1 to 7, with 7 being ‘very favourably’). A primary reason for choosing to use 
this scale was its brevity. Further, as service climate is an overall feeling that 
employees get about their organisation and its orientation to service or otherwise, it 
made intuitive sense to use a global measure of climate, rather than one that 
measures individual dimensions. This conceptualisation also served the research 
aims better, as there was less potential for overlap between constructs.  
Job satisfaction and affective organisational commitment  
Similar to the measurement of global service climate, the study variable of 
interest regarding employees’ satisfaction was their overall satisfaction with their 
position as an employee of the organisation. Certain authors have argued in favour 
of satisfaction measures that are global instead of sums of facet satisfaction (e.g., 
Ironson, Smith, Brannick, Gibson & Paul, 1989; Nishii et al., 2008). Some quite 
lengthy facet job satisfaction measures are widely used in the literature (e.g., the 
Job-in-General Scale or the Minnesota Satisfaction Questionnaire). I did not consider 
these measures suitable due to their length and potential for overlap with other 
constructs that are also the subject of the current study. Accordingly, I measured job 
satisfaction using a three-item global measure adapted from Cammann, Fichman, 
Jenkins and Klesh (1983) that has been extensively used in organisational research 
(e.g., Andrews & Kacmar, 2001; Ashforth & Saks, 1996; Gregory, Albritton & 
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Osmonbekov, 2010; Robinson et al., 2014; Saks, 2006; Valentine & Fleischman, 
2008). A sample item is “All in all, I am satisfied with my job”. 
I adopted the affective organisational commitment scale developed by Meyer 
et al. (1993) for this research. This scale has been widely used in organisational 
research (e.g., Conway, 2004; Nishii et al., 2008; Rhoades, Eisenberger & Armeli, 
2001). Although organisational commitment has been identified as having three 
dimensions (affective, normative and continuance commitment), it is widely accepted 
that affective commitment is the dimension that has the strongest and most 
significant relationship with important organisational outcomes (Conway, 2004; Nishii 
et al. 2008). The affective commitment scale contains six items, each being 
measured on a scale of 1 (=strongly disagree) to 7 (=strongly agree). A sample item 
is “I feel emotionally attached to [Casino Name]”.  
3.3.6 Data analysis  
In order to address the research questions and corresponding hypotheses 
(see Figure 3.3 for the hypothesised model), I employed a variety of statistical 
techniques. The current study is cross-sectional in nature and is therefore concerned 
with identifying specific relationships and influences based on a set of data (Baker, 
2001). Of primary interest here are the relationships between employee attributions 
of HR practices (the independent variables -  IVs) and the employee attitudes of job 
satisfaction and organisational commitment (the dependent variables -  DVs). Also of 
interest is the extent to which employee perceptions of service climate act as a 
mediator of the relationship between the independent and dependent variables. I first 
entered data into the statistical software package, SPSS 19, and performed checks 
to establish the consistency and accuracy of the data. I prepared descriptive 
statistics of the sample. I performed tests of reliability on the measures of service 
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climate and organisational commitment. I used confirmatory factor analyses as per 
structural equation modelling techniques to confirm the factor structure of the HR 
attributions construct. I adopted structural equation modelling to test Hypotheses 1-5 
(presented again below).  
 
Figure 3.3: Hypothesised model 
 
H1a: Employee attributions that HR practices reflect the organisation’s 
commitment to service quality and employee well-being will be 
positively related to job satisfaction. 
H1b: Employee attributions that HR practices reflect the organisation’s 
desire to control costs and exploit employees will be negatively related 
to job satisfaction.  
H1c: Employee attributions that HR practices reflect the organisation’s need 
to comply with external and union requirements will be unrelated to job 
satisfaction.  
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H2a: Employee attributions that HR practices reflect the organisation’s 
commitment to service quality and employee well-being will be 
positively related to organisational commitment.  
H2b: Employee attributions that HR practices reflect the organisation’s 
desire to control costs and exploit employees will be negatively related 
to organisational commitment.  
H2c: Employee attributions that HR practices reflect the organisation’s need 
to comply with external and union requirements will be unrelated to 
organisational commitment. 
 
H3a: Employee attributions that HR practices reflect the organisation’s 
commitment to service quality and employee well-being will be 
positively related to service climate perceptions. 
H3b: Employee attributions that HR practices reflect the organisation’s 
desire to cut costs and exploit employees will be negatively related to 
service climate perceptions.   
H3c: Employee attributions that HR practices reflect the organisation’s need 
to comply with external and union requirements will be unrelated to 
service climate perceptions. 
 
H4a: Employee perceptions of service climate will be positively related to job 
satisfaction. 
H4b: Employee perceptions of service climate will be positively related to 
organisational commitment. 
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H5a: Service climate will mediate the direct effect of HR attributions on job 
satisfaction.  
H5b: Service climate will mediate the direct effect of HR attributions on 
organisational commitment.  
 
The techniques involved in structural equation modelling (SEM) are 
particularly relevant to the current study. The confirmatory nature of the study 
coupled with the number of operationalised latent variables and the sample size 
collected suggest that SEM is a useful statistical tool in this instance. SEM can be 
understood as a group of methodologies that takes a hypothesis-testing (i.e., 
confirmatory) approach to the analysis of a structural theory that has bearing on 
some phenomenon (Byrne, 2010). In essence, SEM is a hybrid of two separate 
statistical traditions – the tradition of factor analysis (from the psychology and 
psychometric disciplines) and the tradition of simultaneous equation modelling (from 
the econometrics and genetics disciplines) (Kaplan, 2009).  
The advantage of SEM is that it allows a simultaneous assessment of both 
the measurement properties (usually conducted using factor analysis) and the 
structural properties (usually obtained by hierarchical regression analysis) of a 
particular model, in terms of the ‘goodness-of-fit’ of the data to the model (Byrne, 
2010). Also known as latent variable structural equation modelling, SEM allows the 
researcher to model the relationship between indicator variables (the observed data, 
e.g., survey item responses) and the latent variable (the unobserved phenomenon of 
interest, e.g., job satisfaction) while at the same time specifying a regression 
structure between the latent variables (the structural theory). 
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The results of the data analysis from Stage 1 informed the development of 
Stage 2. Although I had already outlined a broad research question for investigation, 
additional avenues of exploration came to light as a result of Stage 1. I now present 
the original outline and scope of Stage 2, including its justification and expected 
limitations. 
3.4 Stage 2 – In-depth interviews 
 
In the second stage, I used an interview method to investigate the final 
research question:  
RQ3:  What are the salient features of the casino working environment that 
have an impact on employee HR attributions, perceptions of service 
climate, job satisfaction and organisational commitment? 
 
During the second stage, I also had the opportunity to investigate additional 
questions that arose from the findings of Stage 1. This illustrates one of the main 
reasons for adopting the interview method in Stage 2 – the ability to collect rich and 
detailed information on the research questions that is otherwise unavailable through 
the structured survey method. This approach was in accordance with sequential 
explanatory design of the research, i.e., using a second study to help explain the 
findings of the first study. The main aim of the second stage was to gain rich 
information from employees of a casino hotel as to the specific nature of the working 
environment in an Australian casino and how this environment might affect employee 
attitudes and behaviours. In particular, it was highly valuable to explore the features 
of the working environment employees attend to most when making attributions 
regarding the HR practices their organisation implements in order to develop an 
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understanding of how particular attributions develop. In cases where there is a lack 
of such context-specific research in the extant literature, an interview method is 
considered a highly suitable approach to explore new information (Bachiochi & 
Weiner, 2004).  
 Qualitative research can be limited by the lack of generalisability of the 
findings. However, given that the context (working in a casino) is of specific 
relevance to the central research questions, qualitative techniques are a highly 
appropriate additional method for this research. The mix of methods also aids in 
methodological triangulation (Bachiochi & Weiner, 2004). Additionally, since 
quantitative research can suffer from the assumption that predefined variables have 
the same meaning across a variety of settings, qualitative research provides insight 
into ‘local’ or contextual perceptions of respondents (Bartunek & Seo, 2002).  
 The interview method has been considered the primary information gathering 
tool in the social sciences for over a century (Cassell, 2005; Denzin, 2001; Watson, 
2006). Designed to gain in-depth information on particular phenomena or 
experiences, the interview is useful as it allows the researcher to use follow-up 
questions to probe further into what the respondent has already described, in order 
to create the most complete picture possible (deMarrais, 2004). Within the interview 
method, there are a number of techniques available to the researcher – these have 
been variously classified, including, but not limited to: in-depth, open-ended, 
conversational, focused, non-directive and convergent (deMarrais, 2004; Dick, 
1990).  
Interview methods vary according to their level of structure. Convergent 
interviews are an example of a more structured method, as the results of one round 
of interviewing inform the structure of future interviews (Rao & Perry, 2003). 
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Structured interviews are more reliable when there is a need to compare data across 
multiple sources, although when the priority is understanding a particular 
phenomenon or context, unstructured interviews are highly regarded for 
understanding the underlying processes that have led to specific outcomes (Maxwell, 
1996). Huberman and Miles (1998a) refer to this contextual understanding as ‘local 
causality’.  
I adopted a semi-structured approach for the current research, where I asked 
a few particular questions throughout the course of each interview and then let the 
interviewee respond as they saw fit. The opening prompts included: “What do you 
like and not like about your job?”, “What do you think about the quality of service at 
[Casino Name]?”, and “What does human resources mean to you?” Any further 
questions that were necessary arose from the responses of the interviewee at the 
time, as well as from the additional questions that were uncovered as a result of the 
Stage 1 study. This approach allowed the opportunity to intensively explore 
emergent information and provided a rich background to the results from Study 1.  
3.4.1 Strengths and limitations 
 One of the strengths of the interview method lies in the ubiquity of the method 
in contemporary society – participants are familiar with the technique, whether it be 
through their nightly television viewing or having been asked to participate in 
research on the street (Watson, 2006). In Foucault’s (1999) words, we have evolved 
to a “singularly-confessing society” (p.59), and in my previous research experience, it 
has been quite common for interview participants to label the process as 
‘therapeutic’. During the conduct of the second stage of this study, I again found that 
respondents enjoyed the interview process, and many regarded it as way to ‘get 
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things off their chest’. This mutual utility undoubtedly resulted in interview 
participants being more than willing to share their experiences and opinions with me.  
The interview method is not without its limitations, however. Interviewer bias 
can occur and the ability to minimise this bias depends in large part on the 
interviewer’s skills as well as knowledge of the subject matter (Rapley, 2001). In this 
instance, the research design afforded me the opportunity to improve my interview 
skills from one interview to the next. Further, the less structured technique does not 
pre-dispose the researcher to lead the interview in any particular direction – of 
particular interest are the unexpected ‘gems’ of information to be uncovered through 
the process.  
3.4.2 Data collection and sample 
Whereas quantitative methods employ either probability or non-probability 
sampling, qualitative methods tend to rely on purposeful sampling, or criterion-based 
sampling (LeCompte & Preissle, 1993; Patton, 1990). Establishing the required 
sample size prior to collecting data is a requisite step in traditional research 
methods. In this instance however, the goal is to gain rich information that sheds 
light on particular phenomena specific to the context of the study. Generalisability 
and comparability are therefore less of a priority than internal validity and contextual 
understanding. To this end, I chose to interview an equal selection of both 
supervisory and non-supervisory employees from each of the three main operating 
departments of the casino properties (i.e., Casino, Food & Beverage and Hotel). 
Sufficient information was gained from these interviews to reach the point of 
saturation – when it became apparent that no substantially new information, ideas or 
perspectives were being gleaned from each successive interview (Bryman, 2004).  
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I sourced participants for Stage 2 using a combination of purposeful and 
convenience sampling. It was purposeful and criterion-based in that I planned for an 
equal representation of departments and positions within the casino properties. It 
was convenient for me to rely on assistance from management at the participating 
casino properties to source the actual participants. Originally, I had planned to 
acquire participants by asking respondents to the Stage 1 survey if they would be 
willing to participate in one-on-one interviews at a later stage. I conducted this 
process, although at both participating casino properties it yielded an inadequate 
sample for Stage 2. I was not able to contact a number of respondents, some were 
unavailable at the time of the interviews, others had left the organisation, and the 
remaining willing participants mainly represented only one department within the 
organisation. Accordingly, I sought the support of departmental managers to source 
interview participants. I provided a small incentive (of $10 value) to encourage 
participation in the second stage.  
At Casino Baccarat, the participant sourcing process yielded the requested 12 
respondents, and the representation by department and position was as requested 
(refer to Table 3.1 for a summary of respondent positions at each casino hotel). 
However, at Casino Ace, the process yielded only 11 respondents and the 
representation of departments was not as stipulated. Each of the three main 
departments were represented by one supervisory employee and one non-
supervisory employee, with the exception of the Hotel Department that was 
represented by an additional non-supervisory employee. The remaining four 
interview participants from Casino Ace were in administrative ‘back-of-house’ 
positions, although three of them had worked in a range of different positions in the 
organisation and one of them specifically had experience at both non-supervisory 
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and supervisory levels on the gaming floor at Casino Ace. The HR Manager at 
Casino Ace had not involved departmental managers in the participant selection 
process and instead sent administrative staff to fill the missing places. Interestingly, 
many of the administrative participants commented in the interviews on the HR 
Manager’s “laziness” and “lack of concern”. This alleged attitude became apparent in 
other ways throughout the remainder of the interviews with the customer-facing staff. 
While the selection of interview participants at this casino hotel was not the most 
desirable representation, the information gleaned from respondents certainly 
provided valuable insight into the implementation, communication and perception of 
human resource practices and procedures at this casino hotel.  
Table 3.1: Summary of interview participants 
Respondent's 
Position Non-supervisory Supervisory Non-supervisory Supervisory
Casino 1 1 2 2
F&B 1 1 2 2
Hotel 2 1 2 2
Other 4 - - -
Total
Casino Ace Casino Baccarat
11 12  
   Interviews lasted between half an hour and an hour. With the 
permission of participants, I made an audio recording of all interviews, in order to 
eliminate the possibility of ‘lost’ data and to ensure the accuracy and thoroughness 
of all captured comments. This practice also allowed me to include the participants’ 
‘voice’ in reporting the data analysis. I engaged a paid transcription service to 
produce comprehensive written transcripts from the audio recordings. 
3.4.3 Data analysis 
 I analysed data collected during the interviews in Stage 2 using a thematic 
coding procedure. Great diversity and complexity exists in the range of approaches 
to qualitative analysis (Holloway & Todres, 2003). Perhaps the most common 
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approach to data analysis in the social sciences (Holstein & Gubrium, 1997), 
thematic coding is viewed as a foundation for most other qualitative analysis 
techniques (Braun & Clarke, 2008). As a flexible technique that does not presuppose 
any particular theoretical framework or epistemological position (Braun & Clarke, 
2008), thematic analysis is consistent with the guiding philosophy and research 
design of this study.  
Thematic analysis allows for the assessment of a large and varied amount of 
data in a systematic way and the process increases the likelihood of gaining 
understanding from the data (Boyatzis, 1998). The goal of thematic coding in 
qualitative research is to categorise the data collected, through a process of 
“fracturing” (Strauss, 1987, p.29) the data into meaningful and comparable groupings 
(Maxwell, 1996). In the words of Strauss and Corbin (2008, p.103), “concepts that 
reach the status of a category are abstractions. They represent the stories of many 
persons or groups reduced into and depicted by several highly conceptual terms.” 
Essentially, identified themes encapsulate something important about the qualitative 
data with respect to the particular research question being asked and characterise 
“some level of patterned response or meaning within the dataset” (Braun & Clarke, 
2008, p.82, emphasis in original).  
Exploratory use of thematic analysis involves four distinct stages: identifying 
that a theme is developing; reliable and consistent identification of codes; 
development of a coding procedure; and interpretation (Boyatzis, 1998). I followed 
these stages to analyse the data collected during Stage 2 interviews. In this way, I 
explored recurring themes and concepts that underpin and explain the results of 
Stage 1.  
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First, I familiarised myself with the data – this process involved reading and 
re-reading the interview transcripts while making preliminary notes. I applied a 
deductive approach to the identification of themes, in that my interest was guided by 
a particular research question and over-arching theoretical framework (Braun & 
Clarke, 2008). Given that RQ3 (What are the salient features of the casino working 
environment that have an impact on employee HR attributions, perceptions of 
service climate, job satisfaction and organisational commitment?) actually contains 
three distinct issues (making HR attributions, forming perceptions of service climate, 
and developing job-related attitudes), I treated each of these aspects separately, and 
therefore I subjected the data to the remaining stages of analysis three times over. 
In the next stage of thematic analysis, I read through the transcripts yet again, 
and this time identified features of the data that were relevant to the particular 
research question, and coded these accordingly. I used the software program NVivo 
19 to assist with the recording and organising of data at this stage. Nevertheless, the 
analysis itself was largely manually driven and not computer-assisted. I imported 
each transcript into NVivo. Then I re-read the transcripts and tagged relevant 
excerpts with a code name. The codes (or nodes, in the terminology of NVivo) 
allowed me to organise the raw data “in a meaningful way regarding the 
phenomenon” (Boyatzis, 1998, p.63). I imported the entire set of transcripts three 
times and created a dataset for each aspect of RQ3. Once the coding process for 
each dataset was complete, I reviewed the entire list of nodes in NVivo for 
consistency. Using a computer program to organise the data allowed me to easily 
return to the specific comments that had been tagged at each of the nodes. I 
collapsed nodes (codes) that were essentially duplicated in different forms into each 
other. This process resulted in 20 codes related to making HR attributions, 33 codes 
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relevant to forming service climate perceptions and 52 codes pertinent to developing 
job-related attitudes (job satisfaction and organisational commitment).  
Keeping to Boyatzis’ (1998) specification of the thematic analysis technique, 
the third stage involved sorting the individual codes into broader categories and 
collating the relevant data extracts accordingly. This stage involved an iterative 
process of re-reading the fully coded transcripts in NVivo, reviewing the lists of codes 
and searching for similarities and differences. At this point, I identified themes and 
sub-themes and I visually charted (initially by hand) the inter-relationships through a 
series of thematic maps. I applied Patton’s (1990) dual criteria for evaluating themes 
here: assessing the internal homogeneity and external heterogeneity of the identified 
categories. That is to say, data within the major themes was meaningfully cohesive, 
while each major theme was clearly distinct from the others. After determining that 
the identified themes were internally consistent and externally distinguishable, I 
named and defined each theme and sub-theme. Relevant to making HR attributions, 
there were six sub-themes belonging to three major themes. With respect to forming 
service climate perceptions, there were eight sub-themes relating to three major 
themes. Four major themes were identified in terms of job-related attitudes, with 
sixteen relevant sub-themes.  
The final stage in the thematic analysis was to interpret the themes, with 
respect to the research question, the additional questions posed as a result of the 
quantitative analysis and also the extant literature. In Chapter 5, I present the 
thematic maps produced in the third stage of the thematic analysis, along with a 
detailed description of each major theme with supporting excerpts from the interview 
transcripts. After reporting the thematic analysis, I then discuss and interpret the 
qualitative results.  
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3.5 Summary 
In this chapter I have presented the methodology for this research, premised 
on an underlying post-positivist, realist paradigm. The research design utilised a mix 
of methods, allowing me to gain a superior understanding of the problem through the 
triangulation of research methods. The first, quantitative stage provided for the 
capture of large amounts of valuable data that allowed for the exploration of the first 
two research questions. The second, qualitative stage presented an opportunity to 
gather rich and meaningful information about the specific working context in casinos, 
such that the results from the first study might be better understood. In the following 
two chapters I describe the data analysis in detail. In Chapter 4 I report the results of 
the analysis of the survey of employees, draw conclusions regarding the hypotheses 
and highlight further ideas for exploration in the interview stage. In Chapter 5, I then 
present the results of the thematic analysis of the interviews. 
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CHAPTER 4 – STAGE 1 RESULTS 
4.0  Introduction 
In Chapter 1 I introduced three overarching research questions which form the 
basis of investigation for the current study. In Chapters 2 and 3 I presented a 
literature review justifying the proposed research questions and outlined a 
methodology and research design to address the questions. In this chapter I present 
and discuss the results of the first stage of data collection and analysis. This 
quantitative stage of analysis focuses on the first two research questions:  
 
RQ1: What is the influence of employee attributions of HR practices on job 
satisfaction and organisational commitment? 
 
RQ2: To what extent do employee perceptions of service climate explain the 
relationships between employee attributions of HR practices and job 
satisfaction and organisational commitment? 
 
In this chapter I first present the survey response rates followed by a 
comprehensive evaluation of the descriptive statistics of the sample. I then describe  
the data analysis plan, including information on missing data and data screening 
procedures. I discuss the measurement properties of each of the scales including 
information on the reliability and validity of each measure as well as factor analysis 
statistics. From there, I explain the results of the hypothesis testing  and draw and 
discuss conclusions with regard to the two quantitative research questions. The 
chapter concludes with a summary that provides direction for investigation of the 
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third (qualitative) research question – the results of which I present and discuss in 
Chapter 5.  
4.1  Response rates 
Table 4.1 displays sample sizes and response rates across the two 
participating casino properties. I distributed surveys to 480 employees at the two 
participating properties and 469 of these were returned to me. Of these, 443 surveys 
were usable, representing a response rate of 92.3% - a very high response rate for 
hospitality-based research (Kay & Moncarz, 2007; Keegan & Lucas, 2005; 
Ravichandran & Arendt, 2008; Solnet, Kralj, Moncarz & Kay, 2010). Response rates 
at each individual casino hotel are not too dissimilar: 86.9% at Casino Ace and 95% 
at Casino Baccarat. The casino hotel-specific and overall response rates fall within a 
range that is considered a reasonable and representative sample (Tabachnick & 
Fidell, 2007). To achieve a 5% margin of error and 90% confidence intervals with an 
expected 50% response distribution, and given the populations at Casino Ace and 
Casino Baccarat, the required sample sizes are 131 and 193, respectively. These 
sample sizes were more than realised at each casino hotel.  
Table 4.1: Response rates by casino hotel 
Casino hotel Total staff 
Surveys 
distributed 
Surveys 
returned 
Usable 
surveys 
Response 
rate 
Casino Ace 250 160 155 139 86.9% 
Casino Baccarat 660 320 314 304 95% 
Total 900 480 469 443 92.3% 
4.2  Descriptive statistics 
The survey instrument included demographic variables such as age, gender, 
work department, employment tenure, position (i.e., non-supervisory vs. supervisory 
roles) and employment status (i.e., casual, part-time, full-time). It is widely accepted 
that the hospitality workforce across the globe bears distinguishable patterns of 
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employment (e.g., Guerrier & Adib, 2003). Typically, the industry employs young and 
predominantly female workers on a part-time or casual basis which makes it 
attractive to transient workers and those with lower levels of skills and education 
(Finegold, Wagner & Mason, 2000; Magd, 2003). In this section, I describe the 
sample in two ways: as a whole and by individual casino properties. I also assess 
the representativeness of the combined sample as well as comparing the two sub-
sets. 
4.2.1  Description of combined sample 
Table 4.2 presents descriptive statistics of the entire sample. Consistent with 
the industry’s preference for younger workers (Magd, 2003), almost 60% of the 
sample is less than 32 years of age. Note that the age breakdowns chosen for the 
survey are consistent with studies on generational differences in work attitudes (e.g., 
Solnet & Kralj, 2011; Solnet, Kralj & Kandampully, 2012) and represent Generation Y 
(Gen Y) employees, broken into three waves, Generation X and Baby Boomer age 
brackets. That is to say, the majority of the sample in the current study can be 
described as Gen Y.  
There are slightly more males (51.5%) in the sample than females (48.5%). 
While this distribution is uncharacteristic of the hospitality industry at large, it is still in 
line with the demographic statistics provided by the two participating casino 
properties, where the breakdown between male and female employees was evenly 
split in both cases. The HR managers at the respective properties attributed this 
distribution to the regional location of the properties, which attracted a large number 
of employees on working holidays. Men were more likely to travel alone, so the 
breakdown of male to female employees tended away from the industry norm. 
Furthermore, the possibility cannot be disregarded that as a female, I was more 
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successful in securing responses from male employees, given the nature of the 
convenience sampling design.  
Table 4.2: Descriptive statistics of combined sample 
Variable Frequency % 
[Age]     
<18               2  0.5 
18-22             60  13.5 
23-27           114  25.7 
28-32             83  18.7 
33-46           121  27.3 
47+             63  14.2 
[Gender]     
Male           228  51.5 
Female           215  48.5 
Unspecified   0.0 
[Tenure]     
Under 6 months           122  27.5 
Between 6mths and 1yr             57  12.9 
Between 1 and 2 years             68  15.3 
Between 2 and 5 years           106  23.9 
Between 5 and 10 years             63  14.2 
More than 10 years             27  6.1 
[Department]     
Food & Beverage           181  40.9 
Hotel             77  17.4 
Casino           126  28.4 
Other             59  13.3 
[Position]     
Non-supervisory           320  72.2 
Supervisory           123  27.8 
[Status]     
Casual           193  43.6 
Part-time               7  1.6 
Full-time           243  54.9 
 
Around two fifths of the sample had one year or less of employment tenure 
and just over half had been employed at their casino hotel for two years or less. 
Nearly a quarter of respondents had been employed between two and five years and 
a further one fifth had tenure of five years or more. Again, the large number of short 
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tenure employees is not only consistent with the hospitality industry as a whole but is 
also representative of the ‘holiday’ and regional destinations in which the two 
properties are located. While both properties attract a large proportion of employees 
on working holidays, they are also generally regarded as an employer of choice 
relative to other hospitality businesses in the same areas. Thus, long-term residents 
tend to stay in their jobs for quite some time, while transient employees are the 
biggest contributors to turnover and are replaced often. This situation is certainly 
represented in the tenure statistics presented in Table 4.2.  
The largest proportion of the sample worked primarily in the Food & Beverage 
(F&B) department, followed by the Casino department and then the Hotel 
department. The remainder of employees worked in administrative and support 
positions such as Security, Maintenance, Human Resources and Sales & Marketing. 
Again these sample statistics are consistent with the actual breakdowns provided by 
the HR managers at each casino hotel and make intuitive sense. Usually it would be 
expected that a Casino department would be equal to or larger than the F&B 
department in a casino hotel (see, for example, Kralj & Solnet, 2010), but in the case 
of the two participating properties, the casino sections are not open 24 hours (with 
the exception of the electronic gaming machines at one of the properties) so the 
requirement for shift coverage is not as extensive as in a larger casino hotel that 
operates full-service table games 24 hours a day. Food and beverage service is 
however available 24 hours per day (through Room Service) and therefore the F&B 
departments, and subsequent representation in this sample, is slightly larger than 
the Casino department/representation.  
Nearly three-quarters of respondents hold non-supervisory positions. This  
distribution is representative not only of the pyramidal structure of hospitality 
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operations generally (Riley 1991; Haynes & Fryer, 2000) but also a result of my 
deliberate strategy to engage as many respondents as possible that were most 
affected by, and had least effect on, HR policies and procedures. Finally, more than 
half the sample held full-time positions. Again, this distribution is unusual in the wider 
hospitality industry but reflective of each of the participating casino hotel’s strategy to 
provide full-time employment wherever possible. Competition for scarce labour 
resources is fierce in the regions in which the two casino properties are located. As a 
consequence many HR strategies were, according to the HR managers, aimed at 
developing an image as an employer of choice and reducing turnover through 
providing a sense of job security.  
 
4.2.2  Description of sample by casino hotel 
In this section, I analyse and compare the demographic characteristics of the 
respondents from each of the two casino properties. I used a series of chi-square 
analyses to assess the comparability of the sub-samples. These analyses helped to 
determine whether it was justifiable to combine the samples into one cross-sectional 
sample for the purpose of hypothesis testing.  
Table 4.3 provides a summary of the chi-square analyses that assessed the 
relative demographic composition of each of the sub-samples for the two 
participating casino properties. There is no significant difference in the distribution of 
gender and position between the two sub-samples. However, there is a significant 
difference in the distribution of age, tenure, department and employment status.  
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Table 4.3: Summary of chi-square analyses 
Variable χ2 df p
Age 27.14 5 < .001**
Gender 0.87 1 0.352
Tenure 15.21 5 0.01*
Department 8.63 3 0.04*
Position 0.103 1 0.75
Employment Status 6.62 2 0.04*
* significant at p  < .05, two-tailed
** significant at p  < .001, two-tailed  
In terms of age, Casino Ace had a greater proportion of employees in the 18-
22 age bracket, while Casino Baccarat had a great proportion of employees in the 
47-66 age bracket (refer to Appendix 2 for details and explanation of each chi-square 
analysis). With regard to tenure, Casino Ace had slightly more representation in the 
shorter tenure categories (i.e., those with less than 2 years of tenure) while Casino 
Baccarat had slightly more representation in the longer tenure categories (i.e., those 
who more than 2 years of tenure). Casino Ace was slightly more represented by 
respondents from the Hotel department while Casino Baccarat was slightly more 
represented by respondents from the Casino department. Both samples were almost 
identically represented by respondents from the F&B and ‘Other’ departments. 
Finally, with respect to employment status, Casino Ace was slightly more 
represented by casual employees while Casino Baccarat was slightly more 
represented by full-time employees.  
The differences in age distribution can be explained by the location of each 
casino hotel. Both casinos are located in regional areas that attract a lot of transient 
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employees on working holidays, yet Casino Baccarat is located in an area that is 
more stable in terms of its permanent resident population and therefore has more 
employees who consider their job as a career or a long-term investment. 
Accordingly, a greater representation of older employees is found in the sample from 
Casino Baccarat. The differences in distribution of tenure across the two-samples 
can be explained the same way, with Casino Ace having a greater representation of 
younger and less tenured employees.  
With respect to the distribution of respondents across departments, the 
Casino department at Casino Ace is of a slightly smaller scale with shorter operating 
hours. At the same time, the hotel at Casino Ace is comparable in size and services 
offered to the hotel at Casino Baccarat. Naturally, Casino Ace has a higher 
proportion of Hotel employees than Casino employees and this distribution is 
reflected in the cross-tabulation results.  
Finally, the differences in distribution of employment status across the two 
sub-samples are also explainable. Both properties are affected by large swings in 
business volume due to seasonality, yet Casino Baccarat still has a greater local 
base of business to rely on during the low season. For this reason, Casino Baccarat 
is more able to create full-time positions to encourage employee retention than is 
Casino Ace. This situation is also reflected in the cross-tabulation results of 
employment tenure. 
On the basis of the preceding analysis of demographic characteristics, I 
deemed the collected sample to be representative of the populations surveyed. At a 
combined level, the descriptive statistics aligned with industry norms. Any 
differences were explainable via an understanding of local business and employment 
patterns. However, at an individual casino level, the sub-samples were slightly  
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different to each other. Although any differences between the two sub-samples were 
explainable through an understanding of the business patterns and employment 
practices and policies at each participating casino hotel, it was prudent to treat each 
sample separately as these albeit minor differences could impact on the 
interpretation of results if they were combined. Accordingly, I conducted all 
hypothesis testing on the two samples separately, rather than as one. 
4.3  Preparation of data for analysis  
4.3.1  Missing data 
Prior to proceeding with testing the measurement and structural properties of 
the variables and hypotheses, I examined the missing data. Of the 443 cases that 
were retained in the overall sample, 372 had complete data for all study variables. 
The missing data rate was therefore 16%. Missing data was imputed using the 
single-imputation SPSS function MVA-EM (Schafer & Graham, 2002). Using this 
method, the data for missing cases is imputed using maximum-likelihood predictions 
generated based on all the available data presented in other variables, including 
demographic variables.  
For the current dataset, Little’s MCAR test was not significant (χ2 = 3062.81 df 
= 3138, p = .798) indicating that the data was missing completely at random 
(MCAR). Nothing about the sample for the current study suggests a systematic basis 
for the data to be missing. This conclusion, combined with the suggestion of Schafer 
and Graham (2002), led me to select the single-imputation MVA-EM procedure in 
order to impute missing data. This approach allowed for maximum sample size and 
statistical power.  
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4.3.2  Data screening 
Another step in the preparation of data for analysis was the evaluation of the 
normality of responses for each of the key variables. I used the Kolmogorov-Smirnov 
statistic to test each of the indicator items. Results revealed that almost all of the 
indicator items were moderately negatively skewed. A handful of indicator items 
were found to be substantially negatively skewed. A few of the indicators were found 
to be normally distributed. For negatively skewed data, it is generally accepted that 
data be reflected prior to performing a transformation (Tabachnick & Fidell, 2007, 
emphasis in original). Following the data reflection, a square root transformation is 
most used for moderately skewed data, a log transformation for substantially skewed 
data and an inverse transformation for severely skewed data (Tabachnick & Fidell, 
2007).  
Accordingly, I reflected the data in the current study and then transformed it 
using the square root procedure, yet I found no differences when running the 
Kolmogorov-Smirnov test after completing the square root transformation. All data 
displayed the same degree of negative skewness after the reflection and square root 
transformations as it had prior to the transformation. I subsequently attempted 
inverse and log transformation procedures as well as removing the data reflection, 
yet none of these techniques had any significant effect. As could be expected, 
subsequent analyses performed on transformed and untransformed data produced 
no difference in results. These findings are consistent with Tabachnick and Fidell 
(2007) who state that “if all the variables are skewed to about the same moderate 
extent, improvements of analysis with transformation are often marginal” (p. 81). As 
a result, I proceeded with the data analysis plan using the raw, untransformed data. 
This approach aids in the interpretation of coefficients as the scale is unchanged 
from the original survey (Tabachnick & Fidell, 2007).  
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4.4  Measures 
In this section, I report on the measures used in the analyses that follow. I first 
examined the factor structure of the HR attributions variable through a series of 
iterative structural equation models, using the AMOS 19.0 statistical package. At 
each stage, I used model fit statistics, standardised residual co-variances and 
modification indices to confirm the measurement structure that displayed the most 
consistent fit with the data. I used the Cronbach’s alpha statistic to assess the 
reliability of the measure, while I assessed convergent and discriminant validity using 
a two-step technique originally proposed by Anderson and Gerbing (1988). Next, I 
examined the measurement structure of the remaining variables (job satisfaction, 
organisational commitment and service climate) using the same confirmatory SEM 
process, also testing for reliability and validity. The measurement structures 
identified in this section are used in the analyses in the following sections, in order to 
develop the proposed structural model, i.e., testing this study’s hypotheses.  
4.4.1 HR Attributions 
The construct of employee attribution of HR practices was first introduced to 
the literature by Nishii et al. (2008). Researchers in HRM often refer to the “black 
box” of HRM in that more research is needed to identify the variables that lie 
between HR systems and the organizational performance that results from these 
systems (Bowen & Ostroff, 2004; Nishii & Wright, 2008; Ostroff & Bowen, 2000). To 
that end, Nishii and her colleagues developed and tested the construct of employee 
HR attributions. They showed that these HR attributions are differentially associated 
with individual job satisfaction and organisational commitment. In addition, when 
attributions are shared within organisational units, they are related to unit-level 
organisational citizenship behaviours and customer satisfaction (Nishii et al., 2008).  
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The measure developed by Nishii et al. (2008) originally included five types of 
attributions that an employee might make about why particular HR practices have 
been implemented by the organisation they work for. These five attributions included 
four ‘internal’ attributions (i.e., things that the organisation was in control of) and one 
‘external’ attribution (i.e., things that the organisation must conform to as a result of 
outside authority). The four ‘internal’ attributions were based on a 2x2 matrix of the 
company’s management philosophy (i.e., business/strategic goals driving HR 
practices vs. an employee-orientation driving HR practices) and the company’s 
tendency to incite control over employees or elicit commitment from employees. The 
results of Nishii et al.’s confirmatory factor analysis however revealed a three-factor 
solution – a more parsimonious solution that the original authors argued was more 
substantively logical, especially in terms of how respondents were interpreting 
survey items, thinking about their work situation and then interpreting and 
responding to the survey. The three factor solution retained the ‘external’ attribution 
(which they named ‘Union compliance HR attribution’) and merged the four ‘internal’ 
attributions into two based around commitment and control (named ‘Quality and 
employee enhancement HR attribution’ and ‘Cost and employee exploitation HR 
attribution’).  
The current study used all the items found in Nishii et al.’s (2008) original 
conceptualisation of the HR attributions variable (i.e., five attributions) in order to 
acquire as much data as possible to be able to assess the most parsimonious and 
substantively logical factor solution for the current context. It also provided an 
opportunity to replicate the original study in order to gain further insight into the 
potential for the construct to further theory and understanding. The survey for the 
current study required respondents to consider five HR practices their organisation 
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engages in (‘Recruitment and selection’, ‘Pay’, ‘Scheduling’, ‘Training’ and ‘Benefits’) 
and express the extent to which they believed each of the five HR attributions 
(‘concern for employee well-being’, ‘commitment to quality service’, ‘controlling 
costs’, ‘exploiting employees’, and ‘legal compliance’) was driving organisational 
decisions regarding HR practices. For a better understanding of the layout and 
wording of the survey items for the HR attributions variables refer to Appendix 1 
(Part 3 of the survey).  
For ease of interpretation, it should be noted at this point that all models are 
presented in this text according to the standard SEM notation for structural models 
(see, for example, Byrne, 2010; Kaplan, 2009). Latent variables are depicted as 
ovals while observed indicator items are depicted in rectangles. The residual errors 
of observed indicator items were modelled when conducting analysis in AMOS but 
are not depicted in the figures presented in-text for ease of reading. Factor loadings 
are depicted as straight lines with the standardised weight and corresponding level 
of significance noted next to the appropriate loading. Co-variances and correlations 
are presented as curved lines and the weighting is not included in the in-text figure. 
To begin the process of confirmatory factor analysis (CFA), I entered all HR 
attributions items in a model containing five factors as originally suggested by Nishii 
et al. (2008). This model is depicted in Figure 4.1. While all factor loadings were 
significant in this model (p < .001), the model fit indices highlight a poor fit of the 
model to the data based on a number of goodness-of-fit indices: χ2  = 1572.82, df = 
343; χ2 / df  = 5.94; GFI (goodness of fit index) = .79; AGFI (adjusted goodness of fit 
index) = .74; NFI (normed fit index) = .75; CFI (comparative fit index) = .78; IFI 
(incremental fit index) = .78; RMSEA (root mean square of error approximation) = 
.11.  
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Figure 4.1: 5-factor CFA of HR attributions with all items included 
 
Further examination of the standardised residual co-variances and the 
modification indices suggested that the attributions relating to the ‘Benefits’ HR 
practice were not fitting the model very well. More specifically, the worst fitting items 
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were three of the five ‘Benefits’ HR practice indicator variables (i.e., “this 
organisation provides the staff benefits that it does to: try to keep costs down; in 
order to get most work out of employees; [and/or] because they are required to by 
law;”). However, eliminating only these attribution items did not produce any notable 
differences in model fit.  
Accordingly, I again tested a five-factor model, this time eliminating all the 
attribution items relating to the ‘Benefits’ HR practice. This model is depicted in 
Figure 4.2. Again, all factor loadings were significant (p < .001) but the model fit 
statistics improved only marginally: χ2  = 952.66, df = 160; χ2 / df  = 5.95;  GFI = .84; 
AGFI = .78; NFI = .81; CFI = .83; IFI = .80; RMSEA = .11. This model is still not a 
good fit to the data. Further examination of the standardised residual co-variances 
and modification indices did not reveal potential modifications that would significantly 
improve the model fit and still be substantively logical.  
In line with the findings of the original authors, the next logical step was to 
evaluate the properties of a three-factor model, where the ‘concern for employee 
well-being’ and ‘commitment to quality service’ attributions were combined and the 
‘controlling costs’ and ‘exploiting employees’ attributions were also combined. I first 
tested a three-factor model including all five HR practice items (i.e., including the 
‘Benefits’ items that were dropped in Figure 4.2). This model is depicted in Figure 
4.3. Again, all factor loadings were significant (p < .001).  
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Figure 4.2: 5-factor CFA of HR attributions with ‘Benefits’ items excluded 
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Figure 4.3: 3-factor CFA of HR attributions with all items included 
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An examination of the standardised residual co-variances and modification 
indices revealed that substantial improvements could be made by adding 
(substantively logical) co-variances between some of the error terms for the 
observed indicators. With these modifications added to the model, the goodness-of-
fit statistics presented a better fit of the model to the data that the two previous 5-
factor models: χ2  = 1041.78, df = 256; χ2 / df  = 4.07;  GFI = .85; AGFI = .81; NFI = 
.84; CFI = .87; IFI = .87; RMSEA = .08. While these statistics represent an 
improvement in model fit, again, three of the ‘Benefits’ HR practice indicator 
variables (i.e., controlling costs, exploiting employees and legal compliance) were 
the worst fitting items. Once again though, eliminating only these attribution items did 
not produce any notable differences in model fit.  
Next, I evaluated a 3-factor model without the ‘Benefits’ HR attributions. This 
model is depicted in Figure 4.4. Again, all factor loadings were significant (p < .001). 
I included the same co-variances used in the 3-factor model presented in Figure 4.3 
in this new model. The goodness-of-fit statistics indicated an improvement on all 
previous models and a reasonable fit of the model to the data: χ2  = 534.77, df = 156; 
χ2 / df  = 3.43;  GFI = .90; AGFI = .86; NFI = .89; CFI = .92; IFI = .92; RMSEA = .07. 
As this measurement model presents the best fit and is consistent with the original 
authors’ three-factor solution (Nishii et al., 2008), it is the measurement model for the 
HR attributions variable that I used in subsequent SEM analyses. While the original 
authors retained all five HR practice items in their model, in this current study the 
attributions made about the ‘Benefits’ HR practice were problematic for a reasonable 
model fit. In many professional contexts, work benefits refer to such things as paid 
health insurance, association memberships and salary deduction schemes that 
provide a tax break. These benefits were not offered to respondents by the two 
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participating casino properties (nor is it standard to do so in the Australian hospitality 
industry). Accordingly, I re-worded these survey items to highlight the benefits that 
employees at these properties do receive, namely supplied and laundered uniforms 
and complimentary meals (something that is not typical of small hospitality 
organisations, only the largest hotels operated by international companies).  
 
Figure 4.4: 3-factor CFA of HR attributions with ‘Benefits’ items excluded 
 
However, training is often viewed as a benefit in the hospitality industry so 
there logically could be some confusion in employee’s minds as to the difference 
between a ‘Training’ HR practice and a ‘Benefits’ HR practice. Further, if an 
127 
 
employee believes, overall, that the organisation is trying to exploit them and cut 
costs wherever possible, then providing laundered uniforms and complimentary 
meals does not fit well with this mindset. It is quite possible that the inclusion of the 
‘Benefits’ HR practice items was confusing or contradictory to respondents and 
therefore it made sense to eliminate them from the measurement model that was 
used for hypothesis testing.  
Note that the three attributions that employees make, as identified in this 
model, are now named ‘Internal Commitment’ (representing the organisation’s 
commitment to employee well-being and quality service delivery), ‘Internal Control’ 
(representing the organisation’s desire to control costs and exploit employees) and 
‘External Compliance’ (representing those factors external to the organisation that it 
must comply with). Having identified a parsimonious and substantively logical 
measurement structure for the HR attributions variables that displays adequate 
reliability, I now discuss the measurement structure of the remaining (dependent and 
mediating) variables: job satisfaction, organisational commitment and service 
climate. 
 
4.4.2 Job satisfaction, organisational commitment and service climate 
I measured job satisfaction using a three item scale adapted from Cammann 
et al. (1983) and used by numerous other researchers who found high reliabilities 
ranging from α = .84 to α = .93 (Andrews & Kacmar, 2001; Ashforth & Saks, 1996; 
Gregory et al., 2010; Robinson et al., 2014; Saks, 2006; Valentine & Fleischman, 
2008). The Cronbach’s alpha for the job satisfaction measure in the current study 
was α = .90.  
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I measured affective organisational commitment using the six item scale 
developed by Meyer and Allen (1997). This scale has been widely used in a range of 
contexts and has consistently been reported with high reliabilities ranging from .73 to 
.89 (Crossley, Bennett, Jex & Burnfield, 2007, Fuller, Hester, Barnett, Frey & Reylea, 
2006; Gellatly, Hunter, Currie & Irving, 2009; Haar & Spell, 2004; Lapalme, Tremblay 
& Simard, 2009; Liu & Ipe, 2010). The Cronbach’s alpha for the affective 
organisational commitment measure in the current study was α = .91.  
I measured service climate using the seven item global scale developed by 
Schneider et al. (1998). These authors tested the scale in a longitudinal study and 
reported reliabilities of α = .91 and α = .88 at Time 1 and Time 2 respectively. The 
scale has been adopted successfully by other researchers who report high 
reliabilities, with alphas ranging from α = .84 to α = .95 (Chuang & Liao, 2010; Liao & 
Chuang, 2004; Little & Dean, 2006, Mayer, Ehrhart & Schneider, 2009, Salanova et 
al., 2005; Tsai, 2001; Wang, 2009). The Cronbach’s alpha for the global service 
climate measure in the current study was α = .90.  
Consistent with Anderson and Gerbing (1988), to assess the measurement 
structure of the job satisfaction, organisational commitment and service climate 
measures, I entered all items into a single CFA model using SEM. This model is 
depicted in Figure 4.5. All factor loadings were significant (p < .001) and the model fit 
statistics indicated a good fit to the data: χ2  = 252.23, df = 101; χ2 / df  = 2.50;  GFI = 
.93; AGFI = .91; NFI = .95; CFI = .97; IFI = .96; RMSEA = .06. Examination of the 
standardised residual co-variances and modification indices suggested that the 
model could be improved slightly by adding some co-variances between the error 
terms of some of the observed indicator items. I attempted this process, but it did not 
make a substantial difference in terms of model fit. In the interests of a parsimonious 
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model with the least amount of parameters to be estimated (especially when 
developing a full structural model for the purpose of hypothesis testing), I decided 
not to include any co-variances between error terms.  
 
Figure 4.5: CFA of job satisfaction, organisational commitment and service climate 
4.4.3 Discriminant and convergent validity 
I assessed the discriminant and convergent validity of all study variables in 
accordance with the procedures stipulated by Anderson and Gerbing (1988). I 
entered all variables and associated indicator items retained from the preceding CFA 
results into one model. The results indicate a reasonable fit of the six-factor model 
(i.e., three HR attribution variables as well as job satisfaction, organisational 
commitment and service climate) to the data on the basis of a number of goodness-
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of-fit statistics: χ2  = 1342.11, df = 568; χ2 / df  = 2.36; GFI = .86; AGFI = .83; NFI = 
.88; CFI = .93; IFI = .93; RMSEA = .06 (refer to Appendix 3 for more detail on the 
factor loadings of each item). Consistent with Anderson and Gerbing (1988), there is 
evidence of convergent validity, as all observed indicators loaded significantly on 
their latent variables. The magnitudes of the loadings ranged from .49 to .93, with 25 
out of the 36 loadings at .70 or higher.  
I evaluated the discriminant validity of each of the factors (study variables) by 
performing a series of χ2   tests of difference. I tested the items from each variable 
against those from each other factor, in successive pair-wise comparisons. 
Specifically, I fit a two-dimensional model for each pair first, followed by a single-
factor model. For each pair of measures, the χ2   difference test produced significant 
results, indicating that imposing a single-factor model seriously deteriorated model 
fit. Based on these findings, it is reasonable to conclude that discriminant validity 
exists between the constructs (Anderson & Gerbing, 1988).  
4.4.4 Comparison of study variables by casino hotel 
With the measurement structure, reliability and validity of the study variables 
confirmed and before moving on to the hypothesis testing, it is of interest to compare 
the mean levels of each study variable across the two participating properties. Table 
4.4 presents the means and standard deviations of each of the study variables at 
Casino Ace and Casino Baccarat. Also included are the results of independent 
samples t-tests which evaluate whether there are significant differences between the 
mean levels of each study variable across the two properties.  
In terms of the three types of HR attributions (Internal Commitment, Internal 
Control and External Compliance), there were no significant differences in the levels 
between the two properties. At both properties, the Internal Control HR attribution is 
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the strongest, with a mean level of 4.96 (on a scale of 7) and 5.00 at Casino Ace and 
Casino Baccarat respectively. That is to say, at both properties, respondents 
generally perceive that a desire to reduce costs and exploit employees is the 
strongest motivator of the organisation’s choice of HR practices.  
Table 4.4: Means, SDs and t-test results 
Variable Mean SD Mean SD t -statistic df p -value
Internal Commitment 4.85 1.11 4.66 1.21 1.58 441 .11
Internal Control 4.96 0.99 5.00 0.83 -0.42 441 .68
External Compliance 4.79 1.21 4.69 0.90 .92c 210.68 .36
Job Satisfaction 5.54 1.12 5.28 1.30 2.13c 308.20 .03*
Organisational Commitment 4.33 1.30 4.19 1.49 1.02c 303.09 .31
Service Climate 5.02 0.86 4.82 1.13 2.09c 341.26 .04*
* significant at p < .05, two-tailed
Casino Acea Casino Baccaratb
a n=139   b n=304 c Equal variances not assumed
 
With respect to the dependent and mediating variables, there were significant 
differences in the mean levels of job satisfaction and service climate between the 
two properties, but no significant difference in levels of organisational commitment. 
On each of the variables, Casino Ace had a higher mean level. Job satisfaction was 
the strongest of all variables at each casino hotel, while organisational commitment 
was the weakest. At both Casino Ace and Casino Baccarat, respondents were 
relatively satisfied with their jobs, but were only marginally committed to their 
organisations.  
4.5  Hypothesis testing 
In the previous sections I presented the descriptive statistics of the sample 
and a comprehensive analysis of the factor structure, reliability and validity of all the 
variables included in this study. In this section I examine the relationships between 
the input (predictor) variables (the three types of HR attributions) and the mediating 
and outcome variables (service climate, job satisfaction and organisational 
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commitment). It would be ideal to test all the hypotheses simultaneously in one 
structural model. However, the sample size (either combined or by individual casino) 
was not big enough to draw credible conclusions from the results. Westland (2010) 
argued that the necessary sample size is a non-linear function of both the ratio of 
indicator variables to latent variables and the desired minimum effect, power and 
significance. With six latent variables, 36 observed variables, an anticipated effect of 
.1, desired power of 0.8 and a significance level of .05, the required sample size is 
526. This study only has 443 cases. Accordingly, it would be specious to model all 
hypotheses simultaneously. As such, I modelled each hypothesis separately. 
This section is divided into two parts. In order to examine the first overarching 
research question (RQ1) and its attendant hypotheses (H1 and H2), in the first part 
of this section I present the results of SEM analysis that appraises the relationship 
between the predictor variables and the two outcome variables (i.e., job satisfaction 
and organisational commitment). The second part of this section is aimed at 
investigating the second research question (RQ2) and its associated hypotheses (H3 
to H5) and also presents the results of the relevant SEM analyses. In the final major 
section of this chapter I provide a comprehensive discussion of the quantitative 
analysis results, focusing on the insight gleaned from the results in relation to the 
primary research questions.  
4.5.1 The effect of HR attributions on job satisfaction and organisational 
commitment 
In order to examine RQ1 (What is the influence of employee attributions of HR 
practices on job satisfaction and organisational commitment?) I tested a series of 
structural equation models using AMOS 19.0 software. The specific hypotheses that 
relate to this overarching research question are: 
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H1a: Employee attributions that HR practices reflect the organisation’s 
commitment to service quality and employee well-being will be 
positively related to job satisfaction. 
H1b: Employee attributions that HR practices reflect the organisation’s 
desire to control costs and exploit employees will be negatively related 
to job satisfaction.  
H1c: Employee attributions that HR practices reflect the organisation’s need 
to comply with external and union requirements will be unrelated to job 
satisfaction.  
 
H2a: Employee attributions that HR practices reflect the organisation’s 
commitment to service quality and employee well-being will be 
positively related to organisational commitment.  
H2b: Employee attributions that HR practices reflect the organisation’s 
desire to control costs and exploit employees will be negatively related 
to organisational commitment.  
H2c: Employee attributions that HR practices reflect the organisation’s need 
to comply with external and union requirements will be unrelated to 
organisational commitment. 
To test Hypothesis 1, I evaluated a structural equation model that included the 
HR attribution variables as predictors and job satisfaction as an outcome. The 
goodness-of-fit statistics of the baseline model indicate a reasonable fit to the data: 
χ2  = 974.12, df = 426; χ2 / df  = 2.29;  GFI = .85; AGFI = .81; NFI = .85; CFI = .91; IFI 
= .92; RMSEA = .05. Closer examination of the standardised residual co-variances 
and modification indices did not reveal any further adjustments to the model that 
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would make substantive sense and contribute to a better fit. I tested this model on 
both of the sub-samples and the results are presented in Figure 4.6a and Figure 
4.6b.   
 
Figure 4.6a: SEM results of H1 testing (Casino Ace) 
 
Figure 4.6b: SEM results of H1 testing (Casino Baccarat) 
While all factor loadings are significant (p < .001) in the measurement model 
(i.e., the paths between the latent variables and their indicator items – for ease of 
reading, these are not presented in Figures 4.6a and 4.6b), not all of the parameters 
in the structural models (i.e., the relationship between the latent variables) are 
significant. In both samples, a significant and positive relationship between the 
Internal Commitment HR attribution and job satisfaction (p < .001) was found. Also 
found in both samples was a negative relationship between the Internal Control 
attribution and job satisfaction yet neither were significant (p = .251 and p = .446 
respectively, one-tailed). Interestingly, the relationship between the External 
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Compliance attribution and job satisfaction was positive in both samples, but only 
significant (p = .002, one-tailed) in the sample from Casino Baccarat. In light of these 
findings, H1a is supported; H1b is not supported; and H1c is only partially supported.  
To test Hypothesis 2, I developed a structural equation model that included 
the HR attribution variables as predictors and organisational commitment as an 
outcome. The goodness-of-fit statistics indicate a reasonable fit to the data: χ2  = 
1201.79, df = 564; χ2 / df  = 2.13;  GFI = .84; AGFI = .80; NFI = .84; CFI = .91; IFI = 
.92; RMSEA = .05. Closer examination of the standardised residual co-variances and 
modification indices did not reveal any further adjustments to the model that would 
make substantive sense and contribute to a better fit. I tested this model on both of 
the sub-samples and the results are presented in Figure 4.7a and Figure 4.7b.  
 
Figure 4.7a: SEM results of H2 testing (Casino Ace) 
 
Figure 4.7b: SEM results of H2 testing (Casino Baccarat) 
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All factor loadings are significant (p < .001) in the measurement model (for 
ease of reading, these are not presented in Figures 4.7a and 4.7b). However, not all 
of the parameters in the structural model (i.e., the relationship between the latent 
variables) are significant. In both samples, there is a significant and positive 
relationship between the Internal Commitment HR attribution and organisational 
commitment (p < .001) where the Internal Commitment HR attribution accounts for 
20.3% and 47.6% of the variance in organisational commitment respectively. 
However, the relationship between the Internal Control HR attribution and 
organisational commitment as well as between the External Compliance HR 
attribution and organisational commitment are not significant in either sample. In light 
of these findings, H2a is supported; H2b is not supported; and H2c is supported.  
4.5.2 The mediating effect of service climate 
 In order to examine RQ2 (To what extent do employee perceptions of service 
climate explain the relationship between employee attributions of HR practices and 
job satisfaction and organisational commitment?), I tested hypotheses 3 to 5. First it 
was necessary to understand the effect of the different types of HR attributions on 
employee perceptions of service climate (H3). The next step was to observe the 
effect of employee perceptions of service climate on the outcome variables of job 
satisfaction and organisational commitment (H4). The final step in the hypothesis 
testing (H5) was to examine the mediating effect of service climate on the 
relationship between the predictor variables (HR attributions) and the outcome 
variables (job satisfaction and organisational commitment). Given that H1b and H2b 
were not supported (i.e., there was no relationship between the Internal Control HR 
attribution and job satisfaction/organisational commitment), there was no basis for 
testing the mediating effect of service climate on the relationship between the 
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Internal Control HR attribution and the outcome variables. Accordingly, I modified H5 
to reflect this change. As a recap, the hypotheses to be tested in this section are as 
follows: 
H3a: Employee attributions that HR practices reflect the organisation’s 
commitment to service quality and employee well-being will be 
positively related to service climate perceptions. 
H3b: Employee attributions that HR practices reflect the organisation’s 
desire to cut costs and exploit employees will be negatively related to 
service climate perceptions.   
H3c: Employee attributions that HR practices reflect the organisation’s need 
to comply with external and union requirements will be unrelated to 
service climate perceptions. 
 
H4a: Employee perceptions of service climate will be positively related to job 
satisfaction. 
H4b: Employee perceptions of service climate will be positively related to 
organisational commitment. 
 
H5a: Service climate will mediate the direct effect of the Internal 
Commitment HR attribution on job satisfaction.  
H5b: Service climate will mediate the direct effect of Internal Commitment 
HR attribution on organisational commitment.  
To test Hypothesis 3, I developed a structural equation model that included 
the HR attribution variables as predictors and service climate as an outcome. The 
goodness-of-fit statistics indicate a reasonable fit to the data: χ2  = 1625.55, df = 616; 
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χ2 / df  = 2.63;  GFI = .81; AGFI = .80; NFI = .80; CFI = .88; IFI = .89; RMSEA = .06. 
Closer examination of the standardised residual co-variances and modification 
indices did not reveal any further adjustments to the model that would make 
substantive sense and contribute to a better fitting model. I tested this model on both 
of the sub-samples and the results are presented in Figure 4.8a and 4.8b. 
 
Figure 4.8a: SEM results of H3 testing (Casino Ace) 
 
 
Figure 4.8b: SEM results of H3 testing (Casino Baccarat) 
 
All factor loadings are significant (p < .001) in the measurement model (for 
ease of reading, these are not presented in Figures 4.8a and 4.8b). However, not all 
of the parameters in the structural model (i.e., the relationship between the latent 
variables) are significant. At both properties, there is a significant (p < .001) and 
positive relationship between the Internal Commitment HR attribution and service 
climate (H3a), accounting for 74% and 79% of the variance in the outcome variable 
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respectively. In both samples, there is a negative relationship between the Internal 
Control HR attribution and service climate (H3b), however the relationship is only 
significant (p = .01) in the sample from Casino Ace while it is not significant at Casino 
Baccarat (p = .35). The relationship between the External Compliance HR attribution 
and service climate (H3c) is not significant in either sample (p = .06 and p = .47 
respectively). In light of these findings, H3a is supported, H3b is partially supported 
and H3c is supported.  
To assess the impact of service climate on job satisfaction and organisational 
commitment (H4a and H4b respectively), I established the appropriate structural 
equation model. The goodness-of-fit statistics indicate a good fit to the data: χ2  = 
388.98, df = 202; χ2 / df  = 1.926;  GFI = .90; AGFI = .89; NFI = .94; CFI = .96; IFI = 
.96; RMSEA = .05. Closer examination of the standardised residual co-variances and 
modification indices did not reveal any further adjustments to the model that would 
make substantive sense and contribute to a better fitting model. I tested this model 
on both of the sub-samples and the results are presented in Figure 4.9a and 4.9b. 
 
Figure 4.9a: SEM results of H4 testing (Casino Ace) 
140 
 
 
Figure 4.9b: SEM results of H4 testing (Casino Baccarat) 
All factor loadings are significant (p < .001) in both the measurement models 
(for ease of reading, these are not presented in Figures 4.9a and 4.9b), as well as in 
the structural models (i.e., the relationship between the latent variables). There is a 
significant and positive relationship between service climate and job satisfaction, 
accounting for 9% of the variance in the outcome variable at Casino Ace and 51.8% 
of the variance at Casino Baccarat. There is also a significant and positive 
relationship between service climate and organisational commitment, accounting for 
16.8% and 51.8% of the variance in the outcome variable, respectively. In light of 
these findings, H4a and H4b were both supported.  
Mediation analysis is required to gain further insight into RQ2 (To what extent 
do employee perceptions of service climate explain the relationships between 
employee attributions of HR practices and job satisfaction and organisational 
commitment?) and to test Hypothesis 5a and 5b. The three stage ‘causal-steps’ 
approach described by Baron and Kenny (1986) is the most popular approach to 
mediation analysis (Fritz & MacKinnon, 2007; Iacobucci, 2008; Warner, 2013). Using 
Baron and Kenny’s (1986) approach requires the researcher to fit three regression 
models, as follows:  
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where X is the independent variable (in this case the HR attributions), M is the 
mediating variable (in this case service climate) and Y is the dependent variable (in 
this case job satisfaction or organisational commitment). The βs (betas) represent 
the intercepts (ignored in mediation analysis), the εs (epsilons) are the model fit error 
terms (also ignored for the most part) and the a, b, c and c’ are the regression 
coefficients that represent the relationship between the three variables of interest. 
Likely evidence of mediation exists if it is found that: 
1. the term a in the first equation is significant (i.e., there is a linear 
relationship between the independent variable X and the mediating 
variable M); 
2. the term c in the second equation is significant (i.e., there is a linear 
relationship between the independent variable X and the dependent 
variable Y); and 
3. the term b in the third equation is significant (i.e., there is a linear 
relationship between the mediating variable M and the dependent variable 
Y) and also that c’ (the direct effect of the independent variable X on the 
dependent variable Y) becomes significantly smaller in size relative to c in 
the second equation.  
The z test (Sobel, 1982) is used to evaluate the criterion of comparing the size 
of c to c’. Essentially, the z test determines whether the strength of the mediated 
path (a x b) exceeds zero, otherwise expressed as the null hypothesis H0: ab = 0 
(Warner, 2013). To perform the z test, an estimate of the standard error of the ab 
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product (SEab) is required. Sobel (1982) derived the following approximation for 
SEab: 
 
where a and b are the unstandardized regression coefficients that represent the 
effects of X on M and M on Y respectively; sa is the standard error of the a 
regression coefficient; and sb is the standard error of the b regression coefficient. 
Sobel (1982) then showed that the following z ratio can be used to test the null 
hypothesis H0: ab = 0: 
 
While Baron and Kenny’s (1986) approach is relatively easy to conduct, the 
use of regression requires a single input variable for each of the focal constructs. In 
practice however, researchers often have multiple indicators of the X, M and Y 
constructs (as is the case in the current study). To perform the Baron and Kenny 
(1986) approach, these multiple indicators must first be transformed into a single 
measure, usually by calculating the mean of the combined indicators (i.e., X¯ , Error! 
Bookmark not defined.  Y¯ , and Error! Bookmark not defined.M¯ ). Then, each of 
the above regression equations must be calculated individually – these separate 
models each introduce their own bias (error) due to missing variables (Iacobucci, 
2008). The blend of measurement and structural models that is inherent in SEM 
allows the researcher to enhance the reliability of the measured constructs at the 
same time as examining the mediational (structural) interrelationships amongst the 
focal constructs. The standard errors produced using the SEM approach to 
mediation analysis are thus reduced, a desirable statistical outcome indicating that 
greater precision has been achieved (Iacobucci, 2008). When calculating all steps in 
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the ‘causal-steps’ approach simultaneously, all of the model parameters (intercepts 
and coefficients) and standard errors (all of which are important parts of Sobel’s z 
test outlined above) are estimated based on the condition that the same effects are 
present in the model. On the other hand, the pure regression approach estimates 
X→M and X→Y separately with no other effects considered in these models. This 
separation renders them neither comparable to each other, nor to the complete {X, 
M}→Y model. In the words of Iacobucci (2008) “in sum, the regression approach 
compares apples and oranges; the structural equations model compares apples and 
apples” (p. 23). With this caution in mind, I conducted the mediation analysis in the 
current study using SEM.  
In essence, the first stages of Baron and Kenny’s (1986) approach have 
already been tested by way of H1 to H4. The first step, the effect of X (HR 
attributions) on M (service climate), was demonstrated through testing H3a (refer to 
Figure 4.9). The second step, the effect of X (the Internal Commitment HR 
attribution) on Y (job satisfaction or organisational commitment), was demonstrated 
through testing H1a and H2a (refer to Figures 4.6 and 4.7). The third step was 
partially tested, in that the effect of M (service climate) on Y (job satisfaction or 
organisational commitment) was demonstrated through testing H4a (refer to Figure 
4.9). However, none of these models considered the mediational interrelationships 
simultaneously, such that c’ (the direct effect of X on Y in the presence of the 
mediating variable) has not yet been considered. The following sections now 
address these possibly mediational interrelationships by assessing the structural 
relationships between three variables simultaneously and calculating not only 
Sobel’s z test but also the bootstrapped confidence intervals for the ab product (the 
rationale for this additional test is addressed shortly).  
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To test the possible mediating effect of service climate on the relationship 
between the Internal Commitment HR attribution and job satisfaction (H5a), I 
evaluated a series of structural equation models. First, I entered service climate as a 
mediator between the Internal Commitment HR attribution and job satisfaction. The 
goodness-of-fit statistics indicate a good fit to the data: χ2  = 574.70, df = 254; χ2 / df  
= 2.26;  GFI = .90; AGFI = .88; NFI = .92; CFI = .95; IFI = .95; RMSEA = .05. I tested 
this model on both samples and the results are presented in Figures 4.10a and 
4.10b. The results differ for each sample. At Casino Baccarat (Figure 4.10b), the 
regression coefficients indicate that the relationships between the independent 
variable (the Internal Commitment HR attribution) and the mediating variable (service 
climate), and between the mediating variable and the dependent variable (job 
satisfaction) are positive, strong and significant. The direct effect of the Internal 
Commitment HR attribution on job satisfaction is not significant. This finding lends 
some weight to the argument that the relationship between the Internal Commitment 
HR attribution and job satisfaction is mediated by service climate. Sobel’s z test 
returns a value of 1.79 which is significant at p < .05 (two-tailed). This result also 
lends weight to the mediation argument, in that the null hypothesis H0: ab = 0 is 
rejected. In contrast, for Casino Ace, the only significant relationship found is 
between the Internal Commitment HR attribution and service climate (p < .001). The 
relationship between service climate and job satisfaction is not significant (p = .382). 
This finding does not satisfy Step 3 of Baron and Kenny’s (1986) approach and 
therefore no claim for mediation can be made at Casino Ace.  
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Figure 4.10a: Mediation analysis – Internal Commitment HR attribution to Satisfaction 
through Service Climate (Casino Ace) 
 
 
Figure 4.10b: Mediation analysis – Internal Commitment HR attribution to Satisfaction 
through Service Climate (Casino Baccarat) 
The next mediation analysis examines the relationship between the Internal 
Commitment HR attribution and the second outcome variable, organisational 
commitment, as affected by service climate (H5b). I entered service climate as a 
mediator between the Internal Commitment HR attribution and organisational 
commitment in a structural equation model. The goodness-of-fit statistics indicate a 
good fit to the data: χ2  = 800.78, df = 362; χ2 / df  = 2.21;  GFI = .87; AGFI = .86; NFI 
= .90; CFI = .95; IFI = .94; RMSEA = .05. I tested this model on both samples and 
the results are presented in Figure 4.11a and 4.11b. Again, the results differ across 
the two samples. At Casino Baccarat, the regression coefficients on all pathways 
between the three variables are positive and significant. The direct effect of the 
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Internal Commitment HR attribution on organisational commitment is not as strong 
as the indirect effects through service climate, yet it is still significant. Sobel’s z test 
returns a value of 1.72 which is not significant at p = .086 (two-tailed). There is only 
enough evidence to support a claim of partial mediation of the relationship between 
the Internal Commitment HR attribution and organisational commitment through 
service climate at Casino Baccarat. Conversely, at Casino Ace, the only significant 
relationship found is between the Internal Commitment HR attribution and service 
climate (p < .001). The relationship between service climate and organisational 
commitment is not significant (p = .234). This finding does not satisfy Step 3 of Baron 
and Kenny’s (1986) approach and therefore no claim for mediation can be made at 
Casino Ace.  
 
Figure 4.11a: Mediation analysis – Internal Commitment HR attribution to 
Organisational Commitment through Service Climate (Casino Ace) 
 
Figure 4.11b: Mediation analysis – Internal Commitment HR attribution to 
Organisational Commitment through Service Climate (Casino Baccarat) 
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With the mediation analyses complete, it is now possible to draw some 
conclusions regarding H5a and H5b. There is evidence that service climate 
completely mediates the relationship between the Internal Commitment and the 
dependent variable job satisfaction at Casino Baccarat. However, the same does not 
hold for Casino Ace. In light of these findings, H5a is partially supported. The results 
of the mediation analyses provide evidence that service climate partially mediates 
the relationship between the Internal Commitment HR attribution and the dependent 
variable organisational commitment at Casino Baccarat. Again however, there is no 
evidence of mediation at Casino Ace. Accordingly, H5b is only partially supported.  
In the following section I discuss the findings from the hypothesis testing and 
draw some preliminary conclusions regarding the first two research questions that I 
set out to address in this chapter. I present a summary of all the results in relation to 
each of the hypotheses, and then discuss each individually in terms of how they 
contribute to understanding and theory. Discussion also focuses on how the results 
of the first, quantitative stage of this study informs the second, qualitative stage, 
which addresses the third and final research question.  
4.6  Discussion 
The first research question of the current study sought to understand how 
employee attributions of HR practices influence employee attitudes towards their job. 
The second research question sought to gain insight into service climate as an 
explicator of the relationship between employee attributions regarding HR practices 
and employee job attitudes. To better examine the research questions, I developed a 
series of hypotheses based on current understanding in the extant literature. The 
majority of hypotheses to be tested were supported, although some unexpected 
results were found. Table 4.5 summarises the results of the hypothesis testing.  
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Table 4.5: Summary of hypothesis testing results 
Hypothesis Conclusion 
1a 
Employee attributions that HR practices reflect the organisation’s 
commitment to service quality and employee well-being will be 
positively related to job satisfaction. 
Supported 
1b 
Employee attributions that HR practices reflect the organisation’s 
desire to control costs and exploit employees will be negatively 
related to job satisfaction.  
Not supported 
1c 
Employee attributions that HR practices reflect the organisation’s 
need to comply with external and union requirements will be 
unrelated to job satisfaction.  
Partially supported 
2a 
Employee attributions that HR practices reflect the organisation’s 
commitment to service quality and employee well-being will be 
positively related to organisational commitment.  
Supported 
2b 
Employee attributions that HR practices reflect the organisation’s 
desire to control costs and exploit employees will be negatively 
related to organisational commitment  
Not supported 
2c 
Employee attributions that HR practices reflect the organisation’s 
need to comply with external and union requirements will be 
unrelated to organisational commitment. 
Supported 
3a 
Employee attributions that HR practices reflect the organisation’s 
commitment to service quality and employee well-being will be 
positively related to service climate perceptions. 
Supported 
3b 
Employee attributions that HR practices reflect the organisation’s 
desire to cut costs and exploit employees will be negatively 
related to service climate perceptions. 
Partially supported 
3c 
Employee attributions that HR practices reflect the organisation’s 
need to comply with external and union requirements will be 
unrelated to service climate perceptions. 
Supported 
4a Employee perceptions of service climate will be positively related to job satisfaction. Supported 
4b Employee perceptions of service climate will be positively related to organisational commitment. Supported 
5a Service climate will mediate the direct effect of the Internal Commitment HR attribution on job satisfaction. Partially supported 
5b Service climate will mediate the direct effect of Internal Commitment HR attribution on organisational commitment.   Partially supported 
 
In this section, I evaluate the findings from previous sections in order to 
address the overarching research questions. First I discuss the factor structure of the 
HR attributions construct. Then, I focus on the findings in regard to the relationship 
between HR attributions and the two dependent variables, job satisfaction and 
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organisational commitment. Next, I discuss service climate and its separate 
relationships with HR attributions as well as the two dependent variables. Finally, I 
discuss the mediational nature of service climate on the relationship between HR 
attributions and the independent variables.  
 
4.6.1 Factor structure of HR attributions 
In an attempt to better understand the ‘black box’ of HRM, Nishii et al. (2008) 
were the first to introduce a construct that captures the ways in which employees 
interpret HR practice, i.e., employee attributions of HR practices. Nishii and her 
colleagues initially posited a five-factor construct, where four attributions that 
employees could make are internally-focused (i.e., within the locus of control of the 
organisation) and the fifth attribution is externally-focused (i.e., outside of the locus of 
control of the organisation). The four internally-focused attributions were expected to 
be differentiable based on the consequences for employees (concern for employee 
welfare vs. intention to exploit employees) as well as the major strategic drive of the 
company (commitment to customers and service vs. lowering costs). Although a five-
factor construct was initially devised, confirmatory factor analyses determined that a 
three-factor model best fit the data (Nishii et al., 2008). Items related to concern for 
employee welfare loaded with items related to commitment to customers and service 
while items related to exploiting employees loaded with items related to lowering 
costs. The externally-focused attribution remained as originally conceived.  
This three-factor structure is confirmed in the current study (refer to Figure 
4.4), lending support to the notion that employees attribute organisational HR 
practice decisions to two distinct loci of causality, internal and external, and that 
employees further distinguish between two internally-focused reasons for making 
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decisions, commitment to employees and customers or control of employees and 
costs. In the only other article using the HR attributions construct that I am aware of, 
the combination of employee welfare/commitment to service and employee 
exploitation/cost-cutting into two factors was also supported (Fontinha et al., 2012). 
Note that the externally-focused attribution was not included in the 2012 study by 
Fontinha and her colleagues.  
4.6.2 Influence of HR attributions on employee attitudes 
Moving from the factor structure of this relatively new construct to its 
relationship with other organisational variables of interest, H1 and H2 tested the 
influence of the three types of HR attributions on job satisfaction and organisational 
commitment. Interestingly, the results of hypothesis testing differed at each 
participating casino. This finding alone gives pause for thought – there is some 
difference in the working environment at each casino that causes employees to think 
about and react to their jobs in different ways, with resulting effects on the 
relationship between focal constructs in this study. This situation is explored further 
in the qualitative analysis that forms Stage 2 of the current study. One constant at 
both casinos however, is that employees who interpret the HR ‘messages’ the 
organisation is sending them as a concern for employee welfare and a concomitant 
concern for customer service will tend to be more satisfied in their jobs (H1a). This 
result is reflective of the finding by Nishii et al. (2008), where the internal 
commitment-focused HR attribution was positively related to employee attitudes 
(note that in the original study Nishii and her colleagues combined job satisfaction 
and organisational commitment into one factor named ‘employee attitudes’, as a 
confirmatory factor analysis did not support two separate factors).  
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Contrary to expectations, I found no relationship between the Internal Control 
HR attributions and job satisfaction at either casino hotel (H1b). This finding 
contrasts with that of Nishii et al. (2008) who found a significant negative relationship 
between internal control-focused HR attributions and employee attitudes in their 
sample drawn from a large supermarket organisation. Hospitality organisations are 
renowned for hierarchical, autocratic organisational structures and a focus on 
keeping costs down (Haynes & Fryer, 2000) – perhaps many employees come to 
expect such an environment and therefore it does not affect their attitudes towards 
their job. It may be that other features of the work environment in the participating 
casinos are more influential in terms of an employee experiencing satisfaction or 
otherwise – this issue is an important aspect to address further in the qualitative 
stage of this study.  
H1c posited no relationship between HR attributions that reflect an 
organisation’s need to comply with legal requirements and other external regulations 
and the dependent variable job satisfaction. Unexpectedly, I found a significant 
positive (albeit weak) relationship at Casino Baccarat, although no relationship was 
found at Casino Ace. This finding is in contrast to that of Nishii et al. (2008) who 
found no significant relationship between external compliance HR attributions and 
employee attitudes in a retail industry context. The hospitality industry however has 
somewhat of a reputation for engaging in unfair, unethical and illegal practices in the 
workplace (Poulston, 2009). It is possible that, in the hospitality context, when 
employees think that their organisation has instigated procedures and policies in 
order to comply with legal and other regulatory requirements, employees could find  
comfort and satisfaction in that they realise that they are not being ‘ripped off’ by 
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their employer. Why this result occurred at one casino hotel and not the other 
warrants further investigation in Stage 2 of the current study. 
In terms of the influence of the three types of HR attributions on organisational 
commitment, I found mixed results again. At both participating casinos, I found a 
positive relationship between the Internal Commitment HR attribution and 
organisational commitment (H2a). Again, this result supports the findings of Nishii et 
al. (2008), as well as Fontinha et al. (2012). This finding supports the ‘norm of 
reciprocity’ principle (Gouldner, 1960; Rhoades et al., 2001), in that employees who 
perceive that the organisation is committed to them will respond in kind with 
commitment to the organisation.  
Contrary to expectations, I found no significant relationship between the 
Internal Control HR attribution and organisational commitment (H2b). Similar to H1b, 
the Internal Control HR attribution does not appear to influence employee attitudes in 
this dataset. This result is in contrast to the findings of both Nishii et al. (2008) whose 
dataset was from employees of a supermarket chain and Fontinha et al. (2012) who 
procured data from outsourced IT employees. Again, this inconsistency is an area 
explored in greater depth in the interview stage of this study, as the preliminary 
quantitative results did not reveal the anticipated results.  
As hypothesised, I found no relationship between the External Compliance 
HR attribution and organisational commitment (H2c). This result supports the original 
findings of Nishii et al. (2008). Where employees perceive that organisational 
decisions made about HR practices are as a result of the need to comply with legal 
and other external regulatory requirements there is no effect on their commitment to 
the organisation. The organisation is not held accountable, in terms of an employee’s 
commitment to their employer, when the reasons for HR practices are beyond the 
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direct control of the organisation. This conclusion makes sense in terms of attribution 
theory (Fiske & Taylor, 1991; Kelley, 1967) and is consistent with previous findings 
(Nishii et al., 2008) as well as the hypothesised relationships. 
4.6.3 Service climate and its relationship to the IVs and DVs  
This study provides a partial replication of the research of Nishii et al. (2008) 
that initially established relationships between employee attributions regarding why 
their organisation has implemented the HR practices that it has and important 
employee attitudes of job satisfaction and organisational commitment. This 
replication has largely been achieved by means of the hypothesis testing already 
discussed. Another purpose of the current study is to extend the earlier research to 
include an examination of how perceptions of service climate relate to HR 
attributions and employee attitudes. This extension is addressed in this section by 
discussing the influence of HR attributions on service climate (H3) as well as 
discussing the influence of service climate on job satisfaction and organisational 
commitment (H4). In the following section, I extend the examination further, by 
considering the mediational effect of service climate on the relationship between HR 
attributions and employee attitudes.  
With regard to the influence of employee HR attributions on employee 
perceptions of service climate, it is intuitive, for example, that where employees 
perceive that organisational HR decisions and actions are a result of a concern for 
employee wellbeing and a commitment to quality service the employees will also 
perceive an organisational climate for service. The constructs are highly related. 
However, a climate for service is not solely about HR practices. As argued by 
Schneider and his colleagues (1998), a climate for service requires certain 
foundational circumstances to be present. These foundational issues can be broken 
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down into two groups: (a) the quality of internal service between individuals, groups 
and departments in an organisation; and (b) general facilitative conditions, which 
include removing obstacles to work, supervisory support/leadership behaviours and 
HR policies. The extent to which employee attributions regarding HR practices 
influence employee perceptions of service climate is therefore an important aspect of 
understanding how to build a ‘strong’ climate where shared understanding drives 
organisational efforts in the intended direction (Bowen & Ostroff, 2004; Bowen & 
Schneider, 2014).  
Consistent with expectations, there is a significant and positive relationship 
between Internal Commitment HR attributions and employee perceptions of service 
climate (H3a) in both samples studied. At both casino properties the relationship is 
very strong, explaining more than 86% of the variance in service climate. Where 
employees attribute organisational HR-related decisions and actions to a concern for 
employee well-being and a commitment to service quality, employees are also very 
likely to perceive the existence of an organisational climate for service. This finding is 
consistent with existing research that has emphasised the influence of general and 
human resource management practices on employee perceptions and behaviours 
(e.g., Cronin & Taylor, 1992; Gelade & Ivery, 2003; Schneider, 1990; Schneider & 
Bowen, 1995). It could be inferred from the results of this current study that the 
employees’ interpretation and perception of HR practices is the most important 
aspect of a service climate, although it is unwise to draw this conclusion without 
further examination of other potentially important influential factors.  
The results regarding the relationship between the Internal Control HR 
attribution and employee perceptions of service climate were mixed, however (H3b). 
At Casino Ace, I found a negative relationship between these two variables as 
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hypothesised. Where employees attribute organisational HR decisions and actions to 
be a result of a desire to exploit employees and cut costs, employees are not likely to 
perceive an organisational climate for service. In contrast, the relationship between 
the Internal Control HR attribution and employee perceptions of service climate at 
Casino Baccarat was almost non-existent and certainly not significant. This result 
was quite an unexpected finding, one that does not fit with the body of knowledge on 
service climate in the academic literature. This finding adds to the sense that the 
working environments at each of the participating casino properties are causing 
employees to think about and react to their jobs in markedly different ways. 
Alternatively, it could be a result of the characteristics of employees at each casino 
hotel. I have already suggested in the description of the sample and the chi-square 
analyses that the two participating casinos face slightly different scenarios in terms 
of the pool of labour that is available to them. It is difficult to explain the difference in 
findings regarding H3b and therefore it is an issue to explore further in the qualitative 
second stage of this study.  
At both properties, the relationship between the External Compliance HR 
attribution and service climate was not significant (H3c). This finding is consistent 
with tenets of attribution theory, in that things that are perceived to be outside of a 
person’s locus of control do not have as much bearing on subsequent judgements 
about (and related reactions to) the behaviour of that person (Heider, 1958). If an 
organisation wants to engender a climate for service, then attention to the messages 
that employees are interpreting through organisational HR decisions and actions is 
necessary. When employees make an interpretation that the organisation is acting 
out of compliance to legal and other external regulatory requirements, it will not help 
build the desired perceptions of service climate. Messages that cause employees to 
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believe that an organisation is actively choosing to implement particular policies will 
have a greater effect on the climate of an organisation. It is apparent from the results 
thus far that, in order to create a positive service climate, employees need to believe 
that HR practices are being implemented because the organisation cares for 
employees and customers. 
The influence of service climate on job satisfaction and organisational 
commitment is positive and significant for both samples (H4). This finding is 
consistent with the results from previous research (e.g., He, Li & Lai, 2011; Paulín et 
al., 2006; Voon, Hamali & Tangkau, 2009; Way, Sturman & Raab, 2010). When 
employees perceive an organisational climate for service exists, they are more likely 
to be satisfied with their job and committed to their organisation. Interestingly, the 
relationship between service climate and the outcome variables is stronger at Casino 
Baccarat than Casino Ace. Service climate explains 51.8% of the variance in job 
satisfaction at Casino Baccarat, but only 9% of the variance at Casino Ace. Similarly, 
service climate explains 51.8% of the variance in organisational commitment at 
Casino Baccarat, yet only 16.8% at Casino Ace. Various possible explanations exist 
for this result. Perhaps the employees at Casino Baccarat are more concerned with 
the customer experience, and if the organisation supports employees to deliver 
quality service, then this situation makes the employees of Casino Baccarat more 
satisfied with their jobs and more committed to the organisation. Alternatively, there 
could be other elements of the job role and work environment that employees at 
Casino Ace are attentive of, that have a bigger influence on their overall satisfaction 
and commitment (e.g., work-life balance). These differences between results at the 
two participating casino properties are worth exploring further in the qualitative stage 
of the current study.  
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4.6.4 Mediating effect of service climate on the HR attributions → employee 
attitude model  
So far I have demonstrated that the Internal Commitment HR attribution has 
the most influential relationship with the outcome variables of job satisfaction and 
organisational commitment. I have also demonstrated that service climate is 
significantly linked to HR attributions, as well as to job satisfaction and organisational 
commitment. To address the second research question (How do employee 
perceptions of service climate explain the relationships between employee 
attributions of HR practices and job satisfaction and organisational commitment?) in 
greater detail, and to test H5a and H5b, I conducted mediation analysis. The results 
lend partial support to the hypotheses that service climate significantly reduces the 
direct effect of the Internal Commitment HR attribution on job satisfaction and 
organisational commitment.  
Job satisfaction. In terms of the relationship between the HR attributions and 
job satisfaction, the introduction of service climate to the model significantly reduced 
the effect of the Internal Commitment HR attribution, but only in one of the samples. 
At Casino Baccarat, the existence of a service climate plays a role in explaining the 
relationship between the Internal Commitment HR attribution and job satisfaction. 
That is to say, when an employee perceives that organisational HR actions and 
decisions are made as a result of a concern for employee well-being and a 
commitment to quality service, the employee is likely to rate the service climate 
highly, which in turn is associated with high job satisfaction. Existing research  
emphasises the influence of general and human resource management practices on 
perceptions of an organisational climate for service (e.g., Cronin & Taylor, 1992; 
Gelade & Ivery, 2003; Schneider, 1990; Schneider & Bowen, 1995). Other research 
conducted into occupational choice indicates that a certain type of person is innately 
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drawn to the positions at the customer interface, as part of a desire to deliver quality 
service (Schneider, 1980). In the current study, the evidence found in support of a 
mediating effect of service climate on the relationship between the Internal 
Commitment HR attribution and job satisfaction ties these ideas together. Employees 
who make attributions that their organisation cares for employees and customers 
perceive that a climate for service exists and these employees then experience job 
satisfaction as a result. It is not simply that employees are satisfied because they 
believe their organisation is concerned for their well-being, it is also that the 
environment in the organisation is conducive to service delivery.  
Nonetheless, the same cannot be said for the Casino Ace. The direct effect of 
the Internal Commitment HR attribution on job satisfaction was not mediated by 
service climate at this casino. That is to say, employees at Casino Ace do derive 
their job satisfaction directly from attributions they make about the organisation being 
concerned for employee well-being, and the existence of a service climate does not 
appear to be necessary to this relationship. This result again points to either 
differences in the work environment, or differences in the characteristics of 
employees, between the two samples. Perhaps employees at Casino Ace are not 
(as suggested by Schneider, 1980) innately drawn to customer service roles and are 
motivated to work for this casino organisation for other reasons (e.g., ease of finding 
work, appropriate amount of hours, flexibility, etc.). If this assumption were the case, 
it may not be of importance to the employee whether a service climate exists or not, 
as long as the organisation is looking after the well-being of the employee. A positive 
service climate could exist, but it does not explain the satisfaction experienced by the 
employee as a result of Internal Commitment HR attributions.  
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 Organisational commitment. With respect to the relationship between the 
Internal Commitment HR attribution and organisational commitment, the results were 
again different between the two samples and so there was only partial (weak) 
support for the mediating effect of service climate. At Casino Ace, similar to the 
results regarding job satisfaction, there was no evidence of a mediating effect. At 
Casino Baccarat, only partial mediation could be concluded, as the indirect effect of 
the Internal Commitment HR attribution on organisational commitment through 
service climate was not significantly stronger than the direct effect. It can be said that 
employees at Casino Ace derive their commitment to their organisation directly from 
attributions they make about the organisation being committed to them. This result is 
consistent with the ‘norm of reciprocity’ principle (Rhoades et al., 2001) and suggests 
that although employees at Casino Ace are influenced in their level of commitment 
by the existence of a service climate, service climate does not provide a better 
explanation of the direct relationship between the Internal Commitment HR 
attribution and organisational commitment.  
Conversely, at Casino Baccarat, the organisational commitment of employees 
who is derived from attributing organisational HR practices to a concern for 
employee well-being and service to customers is in some amount explained by 
service climate. However, the relationship is not fully mediated by service climate 
and so it cannot be surmised that service climate is the only explanation for the 
relationship. Commitment to the organisation can result directly from the belief that 
the organisation is committed to its employees. 
Taken as a whole, the evidence in support of service climate as a mediating 
variable between Internal Commitment HR attributions and the outcome variables of 
job satisfaction and organisation is weak. I found no mediating effect in either case at 
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Casino Ace. I found full mediation at Casino Baccarat with respect to job satisfaction, 
but only partial mediation was found in terms of organisational commitment. The 
argument that perceptions of service climate help to explain the relationship between 
attributions made about HR practices and job-related attitudes is not well supported 
by the evidence found in the current study. This finding could be as a result of the 
context of the study – hospitality organisations in regional areas that struggle to 
attract the desired quality and quantity of employees. It is impossible to say if this 
situation is indeed a confounding influence, and further studies of this nature are 
warranted before reaching a conclusive judgement on the matter.  
4.7  Summary 
In this chapter, I reported the results and discussion of the first stage survey 
data for this study. First I presented a review of response rates and sample 
demographic characteristics and followed this with confirmatory factor analyses of 
the study variables. I then used the identified factor structures for each variable as 
the basis for hypothesis testing. A series of structural equation models shed light on 
the hypotheses and the first two overarching research questions.  
The findings provided insight into the various ways that employee attributions 
regarding HR practices can impact on employee job-related attitudes as well as 
perceptions of service climate. Consistent with expectations, Internal Commitment 
HR attributions were significantly and strongly related to job satisfaction and 
organisational commitment. In contrast to what was anticipated, the Internal Control 
HR attributions were not significantly related to job satisfaction and organisational 
commitment. Service climate was found to be a weak mediator of the relationship 
between Internal Commitment HR attributions and employee attitudes.  
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One research question (RQ3: What are the salient features of the casino 
working environment that have an impact on employee HR attributions, perceptions 
of service climate, job satisfaction and organisational commitment?) remains to be 
examined. Some of the findings from the quantitative analysis presented in this 
chapter also left unanswered questions. In the following chapter I present the results 
of the qualitative stage of this study and attempt to gain insight into RQ3 and some 
of the ‘unexplainables’ that arose from this quantitative stage. Then, in the final 
chapter of this thesis, I integrate the results of both stages (quantitative and 
qualitative) of data analysis and discuss them all in terms of the three main research 
questions.  
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CHAPTER 5 – STAGE 2 RESULTS  
5.0  Introduction 
In Chapters 1, 2 and 3 I introduced three overarching research questions as 
the basis of investigation for the current study, presented a literature review justifying 
the proposed research questions and outlined a methodology and research design to 
address the questions. In Chapter 4 I then presented and discussed the results of 
Stage 1 of the current study, the major quantitative stage. In this chapter I present 
and discuss the results of the second stage of data collection and analysis, the 
qualitative explanatory stage. This qualitative stage of analysis focuses on the third 
of the three major research questions of this study:  
 
RQ3:  What are the salient features of the casino working environment that 
have an impact on employee HR attributions, perceptions of service 
climate, job satisfaction and organisational commitment? 
 
Essentially RQ3 has three aspects to it: first, how employees form attributions 
regarding HR practices (RQ3a); second, what leads employees to form perceptions 
about whether a service climate exists or not (RQ3b); and third; what features of the 
working environment engender job satisfaction and organisational commitment 
(RQ3c). For analysis purposes, I treated each of these aspects separately.  
As explained in Chapter 3, this study adopts a sequential explanatory 
research design (Creswell, 2003). Accordingly, I used the second stage to not only 
gain insight into RQ3, but also to help explain some of the unexpected findings from 
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the first stage. Hence, findings from the qualitative stage that elucidate the 
quantitative findings are also discussed in this chapter.  
In this chapter I first present a brief recap of the thematic coding process. 
Then, I use thematic maps to depict the results of the thematic analysis relating to 
each of the sub-questions contained in RQ3 and present an explanation of each of 
the major themes identified. From there, I discuss the results of the analyses, 
allowing for preliminary conclusions to be drawn and discussed with regard to the 
third qualitative research question. This chapter concludes with a summary that 
provides a segue to the final chapter, where the results from both study stages are 
integrated and interpreted holistically.  
5.1  Thematic coding process 
Following the completion of the data analysis procedures outlined in Chapter 
3, I produced a thematic map for each of RQ3a, RQ3b and RQ3c from the interview 
transcripts. In relation to RQ3a, 20 codes were generated (after reviewing for 
consistency) and then minimised into 6 sub-themes which were collapsed again into 
three major themes. The analysis for RQ3b produced a revised list of 33 codes, 
which collapsed into 8 sub-themes and 3 major themes. RQ3c produced a more 
extensive list of codes, 52 in total after review and revision – these then collapsed 
into 16 sub-themes related to 4 major themes.  
Table 5.1 presents a summary of interviewees, including their pseudonym (for 
anonymity), casino hotel, gender, age, work department and type of position. 
Throughout the analysis below, each respondent is referred to by their pseudonym 
and work department. For ease of reference, all interviewees at Casino Ace were 
given a pseudonym starting with ‘A’. Interviewees at Casino Baccarat were given a 
pseudonym starting with ‘B’.  
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It should be noted at this stage that, while the results of Stage 1 indicated 
there might be substantial differences between the working environments at each 
participating casino hotel, and between the characteristics of employees at each 
hotel, such differences were not remarkable in the analysis of qualitative results. 
Accordingly, the thematic analysis results are not divided between Casino Ace and 
Casino Baccarat. A summary and evaluation of the minor differences identified is 
presented later in this chapter, after the description of the themes for each of the 
sub-sections of RQ3.  
Table 5.1: Summary of interviewees 
Respondent 
Pseudonym 
Casino 
Hotel Characteristics 
Abraham Ace Male, 32, Casino, Supervisor/Manager 
Adrienne Ace Female, 35, Casino, Frontline 
Adele Ace Female, 29, Hotel, Supervisor/Manager 
Ahmed Ace Male, 37, Hotel, Frontline 
April Ace Female, 22, Hotel, Frontline 
Adam Ace Male, 27, F&B, Supervisor/Manager 
Abigail Ace Female, 50, F&B, Frontline 
Amanda Ace Female, 40, Administrative, Supervisor/Manager 
Aaron Ace Male, 42, Administrative, Supervisor/Manager 
Alena Ace Female, 45, Administrative, Frontline 
Alexandra Ace Female, 28, Administrative, Frontline 
Bernard Baccarat Male, 35, Casino, Supervisor/Manager 
Barry Baccarat Male, 48, Casino, Supervisor/Manager 
Betty Baccarat Female, 26, Casino, Frontline 
Blanche Baccarat Female, 50, Casino, Frontline 
Bella Baccarat Female, 40, Hotel, Supervisor/Manager 
Ben Baccarat Male, 37, Hotel, Supervisor/Manager 
Brenda Baccarat Female, 44, Hotel, Frontline 
Beau Baccarat Male, 30, Hotel, Frontline 
Billy Baccarat Male, 32, F&B, Supervisor/Manager 
Boris Baccarat Male, 42, F&B, Supervisor/Manager 
Beatrice Baccarat Female, 20, F&B, Frontline 
Barbara Baccarat Female, 23, F&B, Frontline 
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5.2  Attributions regarding HR practices (RQ3a) 
Analysis of responses related to why the organisation implemented the HR 
practices that it had revealed three key themes: (1) the organisation wanted to 
extract maximum value from its resources, (2) the organisation wanted to limit any 
legal liabilities, and (3) the organisation was trying to cope with the nuances of the 
remote location. Figure 5.1 presents a thematic map of the major themes and sub-
themes related to making HR attributions.  
 
Figure 5.1: Thematic map of HR attributions (RQ3a) 
5.2.1 Extracting maximum value 
Respondents repeatedly emphasised the belief that their hotel casino wanted 
resources to be as productive as possible, while keeping costs as low as possible. 
This theme was clear and strong and featured often in every interview. Both frontline 
and management respondents concurred on this theme. Often frontline employees 
reported forming this opinion based on affirmation gained from their manager: “the 
boss keeps saying we’re operating quite lean” (Alexandra, Admin). One manager 
confirmed this belief, saying that she felt she was “expected to just do more on fewer 
people and fewer hours.” (Amanda, Admin). 
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Value for money and productivity were regularly offered as the reasons 
behind certain HR practices. For example, one manager from hotel operations said 
that training was delivered “obviously to improve the staff skills […] better workers, 
better production” (Bella, Hotel). Another manager said she would use the upcoming 
performance review of a subordinate “to look and see if I'm getting value for money 
out of her” (Amanda, Admin). Another manager spoke more generally about 
extracting maximum value from human resources: “you've got to - I know it's the 
wrong word to choose - exploit their skills to the best benefit of our business” (Boris, 
F&B). 
Even the provision of a staff canteen with food and drinks at no charge was 
seen by both managers and frontline employees as a way of getting the most from 
organisational resources. One frontline employee saw it this way:  
 
“[In the buffet restaurant], they still make some food regardless of 
whether they have bookings or not. They have the bain marie [in the staff 
canteen] to be filled up. What I often see is whatever is left over lunch 
[from the buffet restaurant], they bring it to the staff [canteen] and then 
they serve it as dinner, and so on and so on. Which is - to us it's 
supposed to be ‘wow! It's a benefit’. But it's a benefit for them as well, 
because then they're not wasting so much” (Beatrice, F&B). 
 
A manager took a slightly different perspective on the reason behind the staff 
canteen, albeit one that still amounted to extracting maximum value from resources: 
“you don't want people not eating, especially being the shift work, it's hard enough 
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working 24 hour rosters anyway, you kind of want people to be on their best I guess” 
(Bernard, Casino).  
When probed for why the organisation enacted particular HR practices or 
policies, respondents would also frequently cite maintaining budgets and keeping 
costs down as the driving reasons. One frontline employee responded quite broadly 
and bluntly: “what I see in this company, they want to cut down the costs” (Abigail, 
F&B), while another stated “it seems to be more money driven than it does customer 
service driven these days” (Alena, Admin). 
With respect to scheduling staff, one frontline employee had this to say: “they 
constantly tell us, you know, keep the pay rate down. If you don't need them, send 
them home, ra, ra, ra. But at the end of the day, it's just - it just frustrates me 
because they're telling us to send people home and then they're calling people in 
because it suddenly gets busy” (Barbara, F&B). 
In terms of hiring practices, a cost-cutting perception was shared by a frontline 
employee in a hotel department: “they don't want to fork out the extra money to 
employ someone just to do those couple of days off, if that makes sense. It feels like 
they're just in a way using us just to save money.” (April, Hotel). In a later interview, 
the department manager indirectly confirmed this perception, stating: “we are very 
cost conscious at the moment and hiring in that reason […] I’ve lost my supervisor 
and we’re not getting her replaced, so I’ve taken on all that work, just so we can 
keep the costs down.” (Adele, Hotel). 
While both participating casinos continued to offer free meals and laundered 
uniforms to its employees, at least one of the casinos was making obvious attempts 
to reduce the costs incurred by these benefits. One employee perceived it this way: 
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“They've just revamped the canteen and what it offers into - not 
revamped but cut it down because it was costing a certain amount each 
year and they want to drop it by 75 per cent of what it was running at. 
They've not replaced the permanent canteen [attendant….she] left, they 
haven't replaced her. That's happened in several other positions as well. 
Long-term employees who were in it - the seamstress, they haven't 
replaced her. The laundry's now running the seamstress office. It's not 
working but it's keeping costs down. (Alexandra, Admin). 
5.2.2 Limiting liability 
Being compliant with regulations and thereby avoiding the negative impacts of 
breaches of legal requirements was another perceived explanation for organisational 
HR decisions and practices. The Australian casino industry has always been heavily 
regulated and scrutinised, yet there was a general feeling that regulations (and the 
consequences of non-compliance) were more all-encompassing and pervasive than 
ever before. Explicit in the following vignette is the recognition that legal 
requirements do not fall within the organisation’s locus of control: 
 
“I think Australia’s sort of upset me a little bit, so not the company. It’s 
become a nation of rules and regulations. People are no longer free and 
it kind of disturbs me that I’m now responsible for people’s behaviour that 
are over 21. I have to care if they drink too much. I have to care if they 
can’t afford to gamble. That side of the industry’s what I’m questioning. I 
don’t actually like the direction Australia’s going but I don’t know that the 
alternative would be any better. But part of me objects - professionally I 
don’t object, I do what I’m paid to do. But personally I find myself 
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objecting to what I have to do. I have to tell this man to stop drinking 
because he’s drunk too much but that’s what he wants to do, do you 
know what I mean?” (Barry, Casino). 
 
As a result of this steady increase in regulation, compliance was cited as the 
major reason behind the casino hotels offer training to staff. A manager of one of the 
participating casino hotels described the portfolio of training courses as being 
“largely compliance related, so it's a lot of anti-money laundering, counter-terrorism, 
finance training, responsible gambling, fire wardens, emergency evacuations, those 
sorts of compliance things that the business has to do” (Aaron, Admin). This notion 
was echoed by a long-term frontline employee at the same casino hotel: “there are 
the courses that you have to go on, like your responsible service of alcohol, your 
responsible service of gambling ones. But the other [customer service] ones […] just 
aren’t there anymore” (Alena, Admin). Sentiments were similar at the other casino 
hotel, where training was described as driven by a need to “supply the right training 
for things like manual handling […] to avoid OH&S issues.” (Bernard, Casino). 
Remuneration practices were also linked to legal compliance: “being in an 
EBA [enterprise bargaining agreement], you've got a legal requirement. It does come 
down to Fair Work Australia as well, they depict the minimum” (Boris, F&B). The 
difference in pay levels for various job roles was another aspect viewed from a 
regulatory perspective: “the cash desk apparently pays better because obviously 
we're dealing with all that money and it's a higher profile job I guess. We have our 
requirements with licensing and things like that so [the pay is] a bit more” (Bernard, 
Casino). 
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Even the provision of free meals in the staff canteen was understood by a 
number of respondents as a legal necessity rather than a benefit driven by altruism. 
As one employee explained, strict regulations about licensed casino staff (games 
dealers, gaming machine attendants, Keno operators, cashiers, security guards etc.) 
meant that “they need to provide meals because gaming staff aren't permitted to 
leave the premises. Legally they're not allowed to therefore no one's allowed to leave 
the premises. So we can't just duck home for lunch” (Beau, Hotel).  
 
5.2.3 Coping with remoteness 
 The third pervasive theme relating to making attributions about HR practices 
was that of coping with being situated in a remote location. The major implication of 
the location was that, for both casino hotels, the local population was not stable and 
did not possess an adequate range of appropriate work experience and skills. To 
exacerbate the situation further, seasonality induced extreme shifts in customer 
demand. Two main seasons existed at both participating casinos – the busy season 
was in ‘winter’ from approximately April to October, while the slow season is in 
‘summer’. Summertime does not present the most appealing weather patterns for 
tourists and so the change from busy season to slow seasons is significant and 
abrupt. Both casino hotels needed to operate a workforce that was both functionally 
and numerically flexible, with substantial upsizing and downsizing in line with the 
seasons.  
 Some respondents viewed the location and its implications for recruitment, 
retention and turnover as a ‘fact of life’, something outside of the organisation’s locus 
of control. One manager noted that “we do struggle to find people with experience, 
so that possibly impacts a lot on customer service. We’ve had to get some pretty 
rough people in over the years” (Adele, Hotel). Another manager believed that, all in 
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all, the organisation was doing a good job but added the caveat “in the context of 
[this town], yes, but the bar's pretty low in [this town]” (Amanda, Admin).  
However other respondents saw the HR issues brought about by remote 
location as controllable by the organisation and that any problems were therefore 
with internal practices and policies. One employee felt that poor outcomes were a 
result of “hiring anybody into any position just because we need someone in there 
instead of actually looking at who would be good in those roles, and that has affected 
how [this casino hotel] is running as a whole” (Alexandra, Admin). Another frontline 
employee at the same casino hotel expressed it differently:  
 
“I’ve noticed that we don’t seem to be doing a lot of trying to get local 
people to work here. When I queried why it was that we’re not advertising 
locally, apparently it’s too expensive to put an advert into the local 
newspaper. However, we advertise on Seek and we take out a certain 
advertising pack which costs X amount of dollars. Depending on who it is 
and the level of staff that they are, we offer relocation costs. Well, for 
example, an F&B staff member who’s just coming across to be an F&B 
person, they’re not a supervisor, they’re not a managerial level, they get 
$400 in relocation costs. Well, surely that’s more expensive than running 
an advert in the local paper to try and find a local person who is going to 
be here because they live here, rather than somebody that goes oh yeah, 
okay, and might potentially see it as hey, I get to go to [a holiday 
destination], I can go and see [a famous tourist attraction], I can go and 
do this while I’m there and they’re going to pay me to do it, because 
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they’re going to give me $400. Well, I can have a bit of a busman’s 
holiday, I only have to be there for three or four months.” (Alena, Admin). 
 
The high level of turnover and temporary nature of many employees was 
often cited as a reason for not delivering adequate training. This idea was expressed 
by both managers and frontline employees. One manager stated that “when [you 
look] at the majority of our employees, they are high turnover, so perhaps that's why 
they only get the training that they actually need” (Amanda, Admin). A frontline 
employee suggested “if they’re only going to be here for three months what’s the 
point when they’ve been here for six weeks in putting them through a customer 
service training course”. (Alena, Admin). 
5.3  Perceptions of service climate (RQ3b) 
Analysis of responses related to the existence (or otherwise) of a service 
climate revealed three key themes: (1) service leadership (2) systems to support 
service delivery and (3) training for service delivery. Figure 5.2 presents a thematic 
map of the major themes and sub-themes related to service climate perceptions.  
 
Figure 5.2: Thematic map of service climate perceptions (RQ3b) 
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It must be said that the qualitative data provides limited evidence of the 
existence of an organisational climate for service at either participating casino hotel. 
In general, respondents felt that keeping costs down was a bigger driver than 
customer service goals, as evidenced by this comment from a frontline employee: 
“customer service has, to my mind, gone down. It has become very much a ‘we need 
to try and save money’ type of feel to the place” (Alena, Admin). On the basis of the 
preceding comment and many similar statements, I did not get the impression that 
high quality service delivery was consistently supported and rewarded by either 
organisation. Nevertheless, analysis of the data provided insight into what 
employees paid attention to when making an assessment of their casino hotel’s 
orientation towards customer service. Interestingly, although the identified themes 
were consistent across both frontline employees and managers, there was some 
divergence between the reported experiences and opinions of the different levels of 
respondents.  
5.3.1 Service leadership 
Opinions about whether service was supported or rewarded were largely 
affected by the actions of leaders and managers, from the very top of the 
organisation down to the supervisory level of management. The actions of people in 
authority sent signals to employees about what the organisation stood for. At Casino 
Baccarat, one manager identified that the best way to send clear messages about 
the desired level of service quality was to make it “a combined effort, because that 
feel comes from not just Human Resources, not just from department heads, but a 
combined effort with the GM standing behind it.” (Boris, F&B). At Casino Ace, one 
frontline employee lamented the drop in customer service levels and pointed directly 
to the role of the new General Manager (GM): “then we had a change of GM and he 
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went right okay, I'm cutting that and I’m cutting that” (Alena, Admin). At the same 
casino, another employee spoke of the GM’s lack of control: 
 
“He [the GM] really does need to get control back […] when he first 
started here he talked about ensuring that each department manager and 
department head were held accountable for their departments [but now] 
he is letting managers do whatever they want and [one of senior 
managers who] has control of so many departments and he's the biggest 
problem […] he goes in and completely manipulates [the GM]. And the 
department managers under [the senior manager] have all worked that 
out as well. Soon everyone will get the message that they can do 
whatever they want without repercussion” (Alexandra, Admin). 
 
A number of respondents cited a lack of a shared vision or a common unifying 
goal as a reason for inconsistent service delivery: “we don’t project an overall 
philosophy. We’re not bonded as a group of people all together, representing 
[Casino Baccarat], whatever [Casino Baccarat] is. I think that’s the problem at the 
moment. There’s no projected [Casino Baccarat] personality.” (Barry, Casino). At 
Casino Ace: “the focus has changed from keeping staff happy and trying to attract 
long-term staff, to each department working for themselves instead of a common 
goal” (Alexandra, Admin). One manager saw it differently though, and believed that 
“we're trying to get in as deep into their heads and trying to focus their customer 
service aspects and the experience part. I wouldn't say we're there 100 per cent, but 
I'd say we're getting closer” (Boris, F&B). 
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Power struggles, difference of opinions and finding time to communicate 
effectively were given as a reason for a lack of unity on the part of managers, at both 
casino hotels. At Casino Ace: “this particular manager, he's a big power head. He's 
the one that everybody else struggles to deal with and he has a lot of power and he's 
allowed to get away with a lot of things, so it's getting worse” (Alexandra, Admin). 
One mid-level manager commented on his personal reaction to a lack of unity from 
his chain of command: “usually I get three or four opinions from above and I don't 
agree with any of them then I'll just usually do it my own way” (Billy, F&B). The direct 
effect on frontline employee attitudes was striking. One opined that “the reason why 
[the managers are] changing everything is because they're at war with each other” 
and then added “if I'm getting told three or four different things from above then a lot 
of the time I'll just get the attitude of fuck it, sort of thing” (Barbara, F&B).  
Another manager identified shift work as a hindrance in communicating 
effectively with other members of the management team: “I've been [in this job role] 
for 18 months now and we are trying to be more consistent and talk to each other 
more but once again it's very difficult, like I said we're 24 hours. So we've got three 
shift managers all on different shifts and it's hard to get together for a proper meeting 
and things like that. It's meant to be three months, but generally once a year maybe” 
(Bernard, Casino). One frontline employee astutely commented: “until you fix those 
top lines, it filters through” (Alexandra, Admin). 
5.3.2 Service systems 
Respondents often commented on the systems that support service delivery. 
Having adequate processes for completing service-related tasks was considered 
important. In the words of one employee: “One thing I don't like here that - the paying 
system [of gaming machine wins] to customers. It should be made easier. In my 
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opinion, this is a difficult job, time-consuming [and the customer suffers]” (Abraham, 
Casino). 
 Standards and consistency featured heavily in the comments of respondents: 
“whereas before he would have basically been told, until you’ve had a haircut you 
don’t show up to work. So standards, to my mind, across the board are slipping” 
(Alena, Admin). One respondent believed that standards and policies existed, but 
they were ignored by managers: “There's no consistency. We have these policies 
there, none of the managers follow them” (Alexandra, Admin). Another manager 
voiced frustration at seemingly being the only one to care about standards and 
consistency: 
 
“You should have that opinion whether you’re in Table Games or whether 
you’re in Front Office or cleaning rooms; you should all be groomed the 
correct way, all wear your uniform correctly, have your hair tied up. If you 
go through the casino, there’s that many employees without their hair tied 
up, yet if someone comes without their hair tied to reception, they tie it up 
with a rubber band. Like, it doesn’t matter, that’s their grooming 
standards. They need to have no nail polish on, and for their hair to be 
done and limited jewellery. You can’t rock up with these big earrings like 
this, and you get told to go home. I’m very strict on it solely for the fact 
that I’ve been trained that way through my schooling, but no one else 
really seems to care.” (Adele, Hotel). 
 
The lack of enforced standards and consistency was exacerbated by the high 
levels of turnover. One respondent asked: “how can you have consistent customer 
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service levels when you’ve always got people swapping around and people [who 
are] only going to be here for three months?” (Alena, Admin). One respondent 
acknowledged the efforts of their manager to achieve consistency but felt that the 
manager was fighting a losing battle against the high levels of turnover: “he tries to 
make everything better but different people come and go. Not the same staff all the 
time. Doesn't matter they try to make everything the same but [it is never] done 
because [there are] too many different people” (Abigail, F&B).  
A number of respondents felt that measuring performance and providing 
incentives would help to improve service quality. One respondent opined that the 
“the general environment here allows you to get away with underperformance” 
(Abraham, Casino). At one casino hotel, a manager said “I don't think there's very 
much in place to improve customer service. Perhaps it's an incentive issue or 
perhaps it's the other way of there's no repercussions for bad customer service” 
(Bernard, Casino). This opinion was echoed at the other casino hotel: “We are 
encouraging customer only; we are not encouraging here employee. We have to be 
more staff-oriented or service-oriented - staff promotions as well […] we should 
provide a mystery shop here, find out how staff are doing. We don't have any 
mystery shops, so no one cares about providing customer service” (Abraham, 
Casino). Apparently one casino hotel had just implemented a mystery shopping 
program, as one frontline employee confirmed: “I've only just read up on the board 
then, this morning, that they've got this thing saying announce your game, or you've 
got to talk your game up more now and all this stuff, because they're going to have 
secret people come in and see if you're doing your job properly” (Betty, Casino). 
Not having the necessary equipment and resources in order to perform was 
another area that respondents felt hampered their ability to deliver quality service. 
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Both physical equipment and adequate staff numbers were identified as lacking. 
Being short-staffed was mentioned very frequently at both casino hotels, and one 
respondent described the effect on customer service: “we get a few people 
complaining about the bar service, because there's not enough bar staff to come 
around and [serve] the tables. [Customers are] always complaining to us about they 
haven't seen a waitress come around in ages. And they're normally really short 
staffed all the time” (Betty, Casino). At a management level, there was also evidence 
of a lack of support: “Then we had our operational manager sitting there trying to do 
reference checks. So it meant that they were off the floor trying to do all this 
paperwork and obviously reference checks don't get done in five minutes sometimes. 
So either we were not getting employees on because we can't get reference checks 
or it takes too much time and they're just caught in the balance” (Boris, F&B). 
Physical equipment was mentioned by frontline respondents from a range of 
departments. In in-room dining, one respondent commented: “we don't have teapots 
so we give customer takeaway cup. Some customers, they very fussy and they 
complain direct to me” (Abigail, F&B). At the hotel reception: “there’s one printer for 
three receptionists, one EFTPOS machine for three receptionists […] I’ve gotten 
used to it now, but when I first arrived, it was a bit of a shock” (April, Hotel). And in 
the housekeeping department: “we could definitely use, some good working vacuum 
cleaners would be nice […] perhaps some new mops, too. Maybe some other sort of 
chemicals or cleaning materials that would help us do our job better, to get things 
cleaner” (Ahmed, Hotel). 
5.3.3 Service training 
Providing the appropriate training for delivering high quality service was 
frequently mentioned as a requisite. Poor levels of service resulted from insufficient 
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training: “instead of having two weeks training [where] you're not left by yourself, you 
have two days now. That is a major impact on our service” (Alexandra, Admin). 
Frontline employees generally felt that management did not want to invest in training, 
despite not employing staff with the appropriate range of skills and experience: “if 
you're brave enough to employ someone that has no clue about bar or has no clue 
about food and beverage, well then spend a whole week to train them” (Beatrice, 
F&B). A ‘sink or swim’ mentality was identified, with managers “just going right, this 
is what you do, this is the button that you press, right, off you go. That seems to be a 
bit of a culture with regards to that” (Alena, Admin). Not providing appropriate 
training only exacerbated staff turnover with knock-on effects to other issues. “You 
see a lot of that in turnover results as well, because some people can't swim. 
Literally, they sink straight to the bottom and they'll last two or three shifts and then 
you're back at the beginning. If you'd just trained that person properly from the start - 
and I think training them in the expectations of what you're actually looking for as 
well” (Alexandra, Admin). 
In contrast, a number of managers felt their customer service training was 
adequate and that they deserved to feel the benefit of it: “talking to most of the 
clientele that we get around, most are happy. To be honest, the time and effort all 
our managers and Human Resources spend on training these people, why wouldn't 
we be where we are?” (Boris, F&B). Another manager commented “we've put them 
all through training and we emphasise that the guest comes first and we are there to 
serve the guests.” (Bella, Hotel). Still another manager considered the level of 
service to be quite high as a result of training in service standards: “it's very, very 
good. In the last ten years I found there has been a big effort in pushing through 
making employees aware of the customer service that is expected by the company. 
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A lot of training has been put into place so that new staff is aware of the service 
expectation of the company, and I find that there is regular updates every two to 
three years” (Ben, Hotel). This view certainly was not re-iterated by the frontline 
employees who were interviewed – quite the opposite: “they don't give us 100 per 
cent. They want 100 per cent customer service but they don't give us 100 per cent 
training to provide that” (Beatrice, F&B). 
Many respondents mentioned how customer service training was ‘wasted’ 
through high levels of turnover: “when you’re trying to achieve a certain level of 
customer service or trying to provide an experience for customers, ongoing training 
[is needed] because we do have a high turnover of staff” (Alena, Admin). One 
manager found the constant turnover and training somewhat frustrating: “after 
training them so hard they leave [or] they've been moved to a different area. I’m back 
to zero again. So it's really hard training, training and training” (Adam, F&B). At the 
same time however, this manager saw turnover as an opportunity to weed out bad 
habits: “at the moment we are trying to move away from old staff and getting new, 
fresh ones. Teach them [and] improve the customer service so that everything is 
maintained on the same level” (Adam, F&B). 
Feedback and follow-up were also mentioned as an important adjunct to 
training. One manager commented: “we try our best to provide training, but […] we 
don't have any feedback systems” (Abraham, Casino). Frontline employees felt that 
they only got feedback at their formal performance review and not on an ad hoc 
basis: “when they do your assessments every six or twelve months, they always 
comment on it [customer service performance], but other than that they don't really 
say much” (Betty, Casino). As a result, standards were not well communicated, and 
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sometimes employees encountered unexpected repercussions: “I didn't even know I 
was doing it wrong until I got a written warning” (Alexandra, Admin). 
5.4  Job satisfaction and organisational commitment (RQ3c) 
Analysis of responses related to the forming of job-related attitudes revealed 
four main themes: (1) interaction with others, (2) organisational support, (3) work-life 
balance, and (4) extrinsic rewards. Figure 5.3 presents a thematic map of the 
interconnectivity of the major themes and sub-themes related to forming the job-
related attitudes of job satisfaction and organisational commitment. Note that the 
identified themes equally represent factors that could lead to satisfaction as well as 
dissatisfaction, commitment as well as indifference.  
 
 
Figure 5.3: Thematic map of forming job-related attitudes (RQ3c) 
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5.4.1  Interaction with others 
Interaction with people was a major source of satisfaction and motivation for 
respondents. Indeed, it is one of the features of service work that attracts a certain 
type of person (Schneider, 1980). Nevertheless, interaction with others was also 
cited as a source of frustration and anger, leading to dissatisfaction and indifference 
towards the role and the organisation. In the words of one manager, employee 
“attitudes towards their job are most impacted by what goes on inside their 
department, their interaction with other staff members and their interaction with 
supervisors and managers.” (Boris, F&B). 
Many respondents derived pleasure from their interactions with guests and 
co-workers, sometimes citing “the connection with the guests and of course my 
team” (Beau, Hotel) as a driving reason for coming to work on a daily basis. When 
asked what they liked most about their job, guests and co-workers were often top of 
mind for respondents. One frontline employee answered: “it's the people that I meet 
whether it is guests or people who come to work with us, so many different 
nationalities” (Ahmed, Hotel), while another enthusiastically responded: “I love the 
atmosphere with people having fun. Different people come in and stuff. Other people 
I work with, really easy to get along with” (Betty, Casino). Managers also described 
their interactions with people as a source of job satisfaction. One commented 
“they’re good people. I really like my team” (Adele, Hotel), while another manager 
described the staff dynamic as: “a really good crew, a lot of people work here so you 
always find a group that you get along with really well” (Billy, F&B).  
However, angry guests were a source of dissatisfaction. One games dealer 
could only think of one dislike about her job: “having to put up with wankers, […] 
having to put up with angry players when they're losing” (Betty, Casino). A manager 
commented “there are always going to be complaints [from the guests], so that’s one 
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of the tedious parts of my job […], I struggle to not take it personally, especially when 
they’re screaming and yelling” (Adele, Hotel). The topic of ‘grumpy’ customers 
evoked a ‘grumpy’ response from one restaurant employee:  
 
“Sometimes it doesn't matter what you do, those grumpy people, maybe 
they're just not going to be happy. That's the thing. Why is it so hard to 
make them happy? I keep thinking, well maybe because they're 
gamblers, maybe they lose a lot. Doesn't matter what you do, they still 
complain. That's the only way I can explain it. Or it’s [this town], slack and 
rude and stinky” (Beatrice, F&B).  
 
Similarly, unprofessional, disengaged or lazy co-workers could lead to 
emotional burnout: “there are a few staff that just don’t give a shit. They just want to 
come in and get paid and go home – it’s painful because it makes my job harder” 
(Billy, F&B). In the words of one frontline employee: “[in this town] people are so 
slack. I can't believe it. They love talking at each other, which is good. But please, do 
it outside work. Not while at work. I'm really not interested and you’re just annoying 
me” (Beatrice, F&B). Another said: “it's not that hard to throw something in the bin. It 
frustrates me.” (Barbara, F&B). The negative influence of co-workers was described 
this way by one respondent: “I just think that the people that I work with just aren't 
that great for me, they bring me down.” (April, Hotel). 
Interaction with managers was often seen as hierarchical and sometimes 
inequitable. Frontline employees highlighted the division between the workers and 
the higher levels through comments such as “the management here seem to be very 
remote, they don’t seem to be accessible, even though they say that they are 
184 
 
accessible” (Alena, Admin); “we're put down by managers and things. They think 
they're a lot higher than us and they may be but they can still talk to us in a way that 
we appreciate it” (April, Hotel); and “sometimes [management] just don't get it” 
(Ahmed, Hotel). 
Managers also observed a divergence between frontline staff and the higher 
levels, and some felt it was a bad thing: “I think there is a big gap between employee 
and management. I think that should be reduced” (Abraham, Casino). Other 
managers did not feel responsible for the existence of a division or consider it could 
be any other way: “[frontline employees] will always oppose management [and they] 
think that they can play tricks like being sneaky and not doing the work. We, the 
managers […] need to always keep a constant eye on them” (Adam, F&B). This 
notion that one party was to blame was also voiced by frontline employees: 
“management always blame us - that we are not providing proper service; that's why 
they're losing business. But we want to say that management is not making proper, 
active decisions. If we suggest something, it never gets implemented” (Adrienne, 
Casino).  
Managers were often criticised by frontline employees for remaining 
segregated and for not really understanding what work at the ‘coalface’ is like. 
Frontline employees at both casino hotels voiced similar thoughts: “if he does come 
on the floor [laughs] which is almost never, he comes down on a Friday/Saturday 
night when we have no staff and then blows our head off because things aren't 
running smoothly” (Barbara, F&B); “they’re not out there enough to hear and see 
what goes on I don’t think. Viewing it through a TV screen in your office isn’t the 
same” (Alena, Admin), and “they need to actually be here themselves to see what it's 
like.  It's easy for them to be behind a desk or whatever and seeing all the results 
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from a certain night, but to actually be there to see it, to experience it, it's different” 
(Ahmed, Hotel). 
The attitudes of frontline employees were noticeably affected by the actions of 
managers. One respondent felt that management should “definitely treat us better, 
[…] we need one-on-one when we start with the managers […] I met my manager 
once with just a handshake. I didn't get introduced really at all and I think that was 
very bad of the company.” (April, Hotel). Another reported a physical as well as 
emotional reaction to one particular manager: “I feel sick sometimes when I have to 
come to work especially when I have to work with Belinda [name changed for 
anonymity], one of the managers. She is not very friendly [sighs]. She comes off 
friendly but she's just a back-stabbing little bitch” (Barbara, F&B). 
Frontline employees were also dissatisfied with management actions that 
were perceived as inequitable. One housekeeper told a story about being moved out 
of the food & beverage department: “the F&B manager at the time […] was not a 
very nice man, you can put in the hard work yet other people get credit for it and I 
didn't like that idea so I spoke out about it. So he said I don't want you working here 
for me anymore so I had to go to cleaning, I had no choice” (Ahmed, Hotel). Another 
restaurant employee was annoyed by what she saw as unfair allocation of work 
hours: “Favouritism is strong. Preference either from frontline management or upper 
management, like, we need hours for the banquet people, so I’ll just send my 
banquet staff to [the restaurant], no need to worry about [the restaurant] staff” 
(Beatrice, F&B). 
5.4.2  Organisational support 
Feeling supported by the organisation was another major theme related to the 
formation of job-related attitudes, in particular aspects of organisational commitment 
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attitudes. In the words of one respondent: “if there's the lack of support there, then I 
suppose it's going to affect the way people feel about their jobs.” (Alexandra, Admin). 
Sub-themes of organisational support involved feeling valued and respected, having 
the right equipment and resources to perform, systems and processes that helped 
rather than hindered, and having opportunities for personal and professional 
development.  
 When staff felt valued and respected, their efforts seemed more meaningful: 
“my boss […] is one of those people who doesn’t give feedback often, and when it 
does, it means a lot […] we’re working our butt off for him, so it is well worth it when 
you do get it” (Adele, Hotel). Feeling valued also created a sense of inclusion: 
“because ultimately, to feel comfortable and wanted in your work environment, your 
organisation, it’s not just your - I guess the first person that always will give you that 
positive feedback would be individual managers - but it also comes down to how 
welcome the HOD (Head of Department) makes you feel, the GM makes you feel 
and makes you feel part of that organisation.” (Boris, F&B). Feeling valuable to the 
organisation also generated satisfaction: “it makes me feel surprisingly plum 
because I've been here for a while, I know what I'm doing and I don't mind training 
new people and so my boss sees me as a valuable member of the team” (Ahmed, 
Hotel). On the other hand, being made to feel temporary and disposable was a 
source of disenchantment: “the value of staff seems to be absolutely nothing, we can 
just get new ones, it doesn't matter, that attitude’s not right” (Alexandra, Admin). 
Systems and processes that hindered job performance were a source of 
frustration: “It pisses me off that they train me by throwing me in. Then I make a 
mistake and, oh no, you shouldn't do that, you should do this. Oh, well thanks for 
telling me, could have told me a year ago” (Beatrice, F&B). One employee was 
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particularly dissatisfied with the systems for scheduling staff and procedures for 
performing tasks: 
 
“I personally feel the department is run poorly. The rosters are never 
done, they'll be up on the Monday of the week that we start. The staff 
hardly ever shows up so you're doing everyone else's shift plus yours. 
One manager’s telling you to do something and the other manager's 
telling you to do it the other way. It's like you do it one way and then you 
get your head blown off from them and then it's just a big battle. There's 
no communication in the managers, there's no leadership. It's just - it's 
bullshit” (Barbara, F&B). 
 
The organisation providing the necessary equipment and resources to be able 
to perform well had an impact on the attitudes of frontline respondents: “It feels like 
beating your head against a brick wall really. It's like we need to get this looked at, 
we need this equipment and that sort of thing, either they are reluctant or they go 
okay, we'll look into it, but don't get back to us” (Ahmed, Hotel). The attitudes of 
management respondents were also affected by equipment and resources: “So 
we've been promised all new desks […] I'm looking forward to that because […] 
that's just going to make such a big difference to all of us. We're all going to have our 
own little space and not all be crowded around one little desk.” (Bella, Hotel).  
The opportunity to grow and develop was a source of positive attitudes for 
respondents, especially at a management level: “I’ve learnt so much. I don’t even 
know if I’ll be in this kind of career for ever or for the next few years, but it’s been so 
good, I’ve learnt a lot.” (Adele, Hotel). For some, it was the difference between 
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staying and leaving: “If the development stuff wasn't happening, I don't think I'd be 
here because at the moment, the place itself is pretty grim and run down and stuff 
like that.” (Amanda, Admin); “I can never be satisfied in my job, I need my boss's job 
[…] the day I stop learning, I'll probably start looking [for another job]” (Boris, F&B). 
5.4.3  Work-life balance 
A good fit between a respondent’s job and their life outside work was often 
identified as a source of satisfaction. Being able to pursue personal goals, having 
security in the knowledge that the work hours are stable and finding quality time to 
spend with family and friends were all aspects of a good work-life balance. For some 
respondents, the job facilitated the realisation of major life aspirations: “I'm pretty 
much satisfied. I haven't got any plans to move now. As the company's always 
sponsoring me for my residency [visa]” (Adam, F&B). For others, the job allowed 
them to achieve everyday goals: “The early shifts I do just fit in nicely with my day. 
Yes, the hours are just perfect for me. I can get the things done that I want to get 
done ” (Ahmed, Hotel). Respondents found it easier to manage their life outside work 
by knowing that they had job security: “Obviously being a casino it is very stable as 
far as it's not likely to close down any time soon so you've got that stability.” 
(Bernard, Casino).  
On the other hand, a lack of fit between work and life outside work was a 
source of negative feelings. A lack of fit generally related to the rostering and 
scheduling of employees. One frontline respondent found it difficult to organise her 
social life: “I would love to have consistency. I'd love to have a set roster so I can 
make plans with friends and not have to go, oh I've got to wait until Monday because 
the roster's not out” (Barbara, F&B). Even respondents who did work set rosters had 
difficulties with the pattern of hours, with one frontline respondent reporting: “I do 
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about two nights a month of night audit, which I hate […] it's the timing, it just mucks 
me around. I get cranky and end up fighting with my husband all the time” (April, 
Hotel). Problems with shift work could equally affect the managers: “after finishing 
nightshift at six o'clock morning I have to come back again at four o'clock [in the 
afternoon] on the same day. That's why I don't like it” (Abraham, Casino). 
5.4.4  Extrinsic rewards 
While respondents formed their job-related attitudes on the basis of a variety 
of intrinsic stimuli, the extrinsic rewards of the job also had a substantial impact on 
attitudes. The most obvious of these was the remuneration. Respondents were quite 
forthright about this idea: “having this job allows me to do things I need to do, 
whether it is pay bills or go and pay some more off my holiday.” (Ahmed, Hotel). In 
general, the perception of frontline employees was that the level of compensation 
was high relative to other places that they could work and this was quite satisfying: “I 
love doing what we're doing and how much we get paid for it. As a casual, I get $30 
per hour! Where else could I earn this much money?” (Blanche, Casino). One 
manager in the casino department confirmed this general attitude: “overall I think the 
morale here is fairly good [due to] what they’re earning. My old boss used to say to 
me […] you get paid at the end of the week. You do your job, you get paid, that’s our 
responsibility finished. I agree with that principle.” (Barry, Casino). 
Over and above remuneration, both participating casino properties provided 
tangible benefits to employees in the form of free meals in the staff canteens as well 
as laundering uniforms. These benefits were noticed and appreciated by frontline 
employees: “it's very convenient, as in the uniform is all sorted out for you. You don't 
have to go home and have to do ironing and stuff ” (Beatrice, F&B). The provision of 
these extra benefits made the organisations stand out from other organisations in the 
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area: “I think this is the only hotel [in this town] that supplies at least a sandwich bar 
24 hours [a day] and you don’t have to pay for any of it. You can go in and every 
time have a toast and have coffee and also a machine there for soft drinks” 
(Beatrice, F&B). One manager pointed out that the time spent socially in the staff 
canteen was the highlight of the working day for her staff: “I know my housekeepers, 
they love mealtime” (Bella, Hotel). 
However, extrinsic rewards could also be a source of discontent if they were 
not administered correctly. Broken promises were not easily disregarded when they 
related to financial matters, and had a direct effect on attitudes: “My contract states 
that I get days in lieu for my public holidays, and when I first got here I worked every 
single public holiday because I was on salary, to not pay double time and a half to all 
the casuals. I didn’t do it for me; I did it for our budgets and for [Casino Ace]. Then 
my days in lieu were declined, even though it was stated in my contract, and I was 
just told that salaried staff are expected to work on those days. I was gutted. I won’t 
do it again next year.” (Adele, Hotel).  
5.5  Summary of minor differences between participating casino hotels 
Analysis of the survey data in Stage 1 revealed differences in the 
relationships between variables at each participating casino hotel. However, analysis 
of the interview data in Stage 2 revealed few substantial differences between the two 
properties. Interview respondents at either casino hotel largely named the same 
features of the work environment that led them to make attributions about HR 
practices, form perceptions about the existence of a service climate and develop 
particular job-related attitudes.  
Any differences in interview responses that did exist largely related to the 
motivations for choosing to work with the particular casino hotel. Respondents at 
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Casino Ace appeared more motivated by personal goals – for example, many had a 
made a big decision to uproot their lives to move to the location in order to further 
their career/life goals. Attendant job satisfaction and organisational commitment was 
therefore more influenced by how the job role or organisation would contribute to 
achieving their personal goals.  
On the other hand, Casino Baccarat was represented by more ‘locals’ who 
were committed or ‘tied’ to living in the location – accordingly the job satisfaction and 
organisational commitment of these respondents was more influenced by 
organisational support (systems and processes that enabled getting the job done 
effectively and efficiently) and extrinsic rewards (in comparison to other options in 
the local labour market). Rather than there being marked differences in the working 
environments at the two participating casino hotels, it appears that the 
characteristics of employees at each casino hotel are slightly different.  
5.6  Discussion 
The third research question of the current study sought to gain insight into the 
salient features of the hotel casino working environment, as perceived by 
employees, that impact on the formation of attributions regarding HR practices, 
perceptions of service climate and the job-related attitudes of satisfaction and 
organisational commitment. In the first stage of this research, it was quantitatively 
confirmed that some types of HR attributions have a significant influence on service 
climate perceptions and job-related attitudes. I designed the second stage to provide 
a qualitative understanding of how and why employees made particular HR 
attributions, as well as how they formed their opinions about their organisation’s 
service climate and their jobs. In this section I evaluate the revealed themes in the 
context of the sub-questions contained in RQ3.  I conclude this section with a 
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consideration of how the qualitative data helps to explain the unsupported 
hypotheses from Stage 1.  
5.6.1  RQ3a – making attributions about HR practices 
Thematic analysis of interview responses related to the formation of 
attributions regarding a hotel casino’s HR practices revealed three key themes: (1) 
the organisation wanted to extract maximum value from its resources, (2) the 
organisation wanted to limit any legal liabilities, and (3) the organisation was trying to 
cope with the nuances of the remote location. Noticeably, no theme was identified 
that related to delivering quality service to casino customers and/or hotel guests. Nor 
was there a theme identified that related to a concern for employee well-being. That 
is to say, the interviewees in the sample did not attribute their hotel casino’s HR 
practices to a concern for the customer and employee experience.  
This finding is noteworthy as it relates to the original work of Nishii et al. 
(2008) in developing a conceptualisation of employee HR attributions. Social 
attribution theory suggests that locus of causality is an elementary factor in 
explaining attributions and subsequent behaviour – an internal locus (where actions 
are preferentially selected and thus perceived to be within the control of the actor) is 
regarded as a more reliable indicator of future behaviour, whereas an external locus 
(where actions are externally mandated and therefore outside of the control of the 
actor) is less likely to be predictive of a future pattern of behaviour. On this basis, 
Nishii and her colleagues (2008) devised a typology of HR attributions that included 
internally based attributions (the company wanted to reduce costs, exploit 
employees, deliver high quality service or care for employee well-being) and external 
attributions (the company had to comply with legal requirements).  
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The themes revealed in the first part of the current qualitative analysis relate 
to some, but not all, of the HR attribution types originally suggested by Nishii et al. 
(2008). Figure 5.4 depicts the similarities and differences between the HR 
attributions identified in this study and the typology of attributions confirmed by Nishii 
et al. (2008) in their original study. In terms of similarities, the internal ‘Control’ and 
external ‘Compliance’ attributions are demonstrated in both studies. The theme of 
‘extracting maximum value’ can be considered an internal attribution, where the hotel 
casinos have (as perceived by the interviewees) made a conscious choice to engage 
in practices that minimise costs and maximise the return from utilised resources. The 
‘limiting liability’ theme is an external attribution – interviewees perceived that many 
HR practices were driven by a need to comply with externally mandated regulations. 
The ‘coping with remoteness’ can also be understood as an external attribution, as it 
is a ‘situational’ factor that is viewed as an external locus of causality (Weiner et al., 
1972).  
 
Figure 5.4: Comparison of  HR attribution models 
 
Where the HR attribution model differs in the current study is the addition of 
an external attribution and the exclusion of an internal attribution. The ‘coping with 
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remoteness’ theme represents an unexpected finding that is unique to the particular 
context of the current study. Nishii et al. (2008) collected data in the retail industry in 
Japan, a context that is not at all ‘remote’ in terms of HR operations. The absence of 
themes from this analysis that relate to service quality or employee well-being 
(internal attributions) is worthy of further discussion, particularly in the context of the 
findings from the first, quantitative, stage of the current study. From the qualitative 
analysis, it appears that the remote location of the participating hotel casinos has a 
strong influence on not only organisational practices but also employee reactions to 
these practices. Perhaps as a result of this situation, the relationships between HR 
attributions and job-related attitudes did not always occur as hypothesised. I discuss 
the differences between the two HR attribution models in more detail in the 
concluding chapter, when the results of both study stages are integrated and 
interpreted holistically.  
5.6.2  RQ3b – forming perceptions of service climate 
Thematic analysis of interview responses related to the formation of service 
climate perceptions revealed three key themes: (1) service leadership (2) systems to 
support service delivery and (3) training for service delivery. In general, interviewees 
at both hotel casinos implied an under-performance in these areas that led to a lack 
of service climate. This finding resonates with another casino-based study, where 
factors such as a poor system for internal communication were among the barriers to 
the delivery of service quality (Wan, 2010). 
To recap, a service climate is generally understood as a commonly held set of 
beliefs related to how an organisation is supporting, rewarding and facilitating service 
excellence (Schneider, 1990). The identified themes from this analysis of service 
leadership, service systems and service training certainly resonate with this 
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understanding of service climate. Indeed, the identified themes are consistent with 
previous studies that have sought to characterise the dimensionality of the service 
climate construct (e.g., Lytle et al., 1998; Schneider et al., 1998).  
On the basis of this part of the qualitative analysis alone, it would appear that 
there is nothing substantially unique about the hotel casino working environment that 
causes employees to form their service-related perceptions in a different manner. 
This finding is in contrast to the expectation of Kralj and Solnet (2010) who 
suggested that there are particular internal dynamics and contextual factors in a 
casino organisation that may impact on service-related issues in a way that is not 
replicated in other types of service organisations. However, the particular location 
and size of the participating casino hotels in the current study limits the ability to 
generalise to other casino organisations and contexts. While this drawback is always 
true of qualitative research, it is possibly an even greater issue in the current study. 
Kralj and Solnet’s (2010) suggestion may still have some weight – the parameters of 
the current study unfortunately do not allow further clarification.  
Nevertheless, the discovery of the remote location impacting on results lends 
itself to a new avenue for future research – the impact of remote locations on HR 
practices, operations and outcomes has received very little attention in the service 
management or HRM literature as yet (Robinson, Ritchie, Kralj, Solnet, Baum & 
Ford, in press; Solnet, Ford, Robinson, Ritchie & Olsen, 2014). The research that 
has been conducted in this vein thus far would suggest that there are substantial 
difficulties in creating a service climate in organisations situated in remote locations 
(see, for example, Bagri, Babu, Kuketri & Smith, 2011). I consider this notion in more 
detail in the concluding chapter, when results of both stages are integrated and 
discussed together.  
196 
 
5.6.3  RQ3c – developing job-related attitudes 
Thematic analysis of interview responses related to the formation of job-
related attitudes of satisfaction and organisational commitment revealed four main 
themes: (1) interaction with others, (2) organisational support, (3) work-life balance, 
and (4) extrinsic rewards. The identified themes align with the findings of previous 
studies both theoretically and contextually. The conservation of resources theory 
(Hobfoll, 1989) which is based on analysis of loss and gain, asserts that pleasurable 
states are derived from the accumulation of social support, self-esteem, money and 
status and stress results from the depletion of these resources. Social exchange 
theory (Blau, 1964) and the norm of reciprocity (Gouldner, 1960) suggest that higher 
levels of perceived organisational support (POS) will result in greater affective 
attachment to the organisation (Eisenberger, Cummings, Armelo & Lynch, 1997; 
Shore & Wayne, 1993). The tenets of role conflict theory (Kahn, Wolfe, Quinn, Snoek 
& Rosenthal, 1964) imply that job satisfaction and other affective job-related attitudes 
are negatively related to work-family conflict (Frone, Russell & Cooper, 1992; 
Kopelman, Greenhaus and Connolly, 1983).  
Research into occupational choice has revealed that service work, 
characterised by ‘spanning the boundary’ between internal organisational processes 
and external business outcomes, is attractive to a certain type of person – one that 
has a desire to deliver quality service (Schneider, 1980). It is therefore not surprising 
to find that many interviewees cited the interaction with customers and guests as a 
source of satisfaction. Concomitantly however, interviewees reported that interacting 
with ‘angry’ customers could be emotionally draining and therefore a source of 
dissatisfaction. This finding supports the results of previous studies, where it was 
found that dealing with problematic customers caused emotional exhaustion and was 
negatively related to job satisfaction (e.g., Karatepe, Yorganci & Haktanir, 2009; 
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Poddar & Madupalli, 2012). Other studies have found that social support, in the form 
of interactions with co-workers and managers, is positively related to job satisfaction 
(e.g., Karatepe, 2009; Marín-Garcia, Bonavia & Losilla, 2011).  
In the hospitality industry, some researchers have found extrinsic factors to be 
a greater source of job satisfaction and motivation than intrinsic factors (e.g., Simon 
& Enz, 1995; Smith, Gregory & Cannon, 1996). In contrast, the results of Wong, Siu 
and Tsang’s (1999) study of hotel workers in Hong Kong reflected Herzberg, 
Mausner and Synderman’s (1959) motivator-hygiene theory of satisfaction, in that 
extrinsic factors can avoid job dissatisfaction but cannot “guarantee actual 
satisfaction” (Wong et al., 1999, p.239). In their study of restaurant workers, Lam, 
Baum and Pine (2001) found job security to be the most influential factor in 
determining job satisfaction.  
The themes identified in this analysis support the results of previous research 
into job-related attitudes in the casino industry. Wittmann (2006) conducted a series 
of interviews with casino employees in Missisippi and reported on the repetitive yet 
well paid nature of the job – this idea correlates with findings from the current 
analysis. Many interviewees commented that the high level of pay relative to other 
jobs with similar skill requirements was a source of satisfaction and commitment. 
Wittmann (2006) also identified an ‘us and them’ attitude towards management – this 
theme came across quite strongly in the current analysis, although it was often a 
source of dissatisfaction and failed to interest. Another theme revealed in Wittmann’s 
(2006) analysis was that of a social ‘family’ created in the working environment – 
again this notion was supported in the current analysis in relation to the ‘interaction 
with others’ theme. For many interviewees at the participating hotel casinos, the 
workplace was a primary source of friendships and social pretexts outside of work. 
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This situation was in no small part due to the nature and timing of shift work. In their 
study of casino employees in Macao, Taormina and Kuok (2009) found that training, 
distributive justice and need for achievement were positive predictors of job 
satisfaction. The ‘organisational support’ theme identified in the current analysis 
included the same factors as those discovered by Taormina and Kuok (2009): 
systems to support work (training), equity (distributive justice) and personal 
development opportunities (need for achievement).  
Before moving on to the final section and summary of this chapter, I want to 
highlight that for many interviewees, particularly those at a frontline level, elaborate 
connotations of job satisfaction and organisational commitment were not appropriate. 
Having a secure job that provided a stable level of remuneration and enabled the 
employee to achieve their personal, non-work related goals was the key satisfying 
feature.  
5.6.4  Insight into unsupported hypotheses from Stage 1 
Most of the hypotheses presented in Stage 1 were supported, although there 
were some unexpected findings. Most notably, the Internal Control HR attribution did 
not have a significant relationship with job satisfaction (H1b) and organisational 
commitment (H2b). The relationship between the External Compliance HR attribution 
and job satisfaction (H1c) was significant at Casino Baccarat, when no relationship 
was expected. Also, the Internal Control HR attribution also did not have a significant 
influence on service climate (H3b) at Casino Baccarat.  
In Chapter 4, I posited that employees may expect hospitality organisations to 
adopt hierarchical, autocratic organisational structures and to focus on controlling 
costs. As a result, such an environment may not influence job-related attitudes. The 
qualitative findings discussed in this chapter support this contention – job satisfaction 
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and organisational commitment were derived from a variety of sources, the most 
dominant of which appeared to be interaction with co-workers and guests. For many 
respondents, work-life balance and extrinsic rewards were a large source of 
satisfaction and commitment. Although organisational support (which includes the 
sub-themes of equity, systems and processes and the provision of adequate 
equipment and resources) was also a factor, respondents seemed to find enough 
other bases from which to determine their satisfaction, commitment or otherwise. It is 
conceivable that attributions that HR practices result from a desire to cut costs and 
control employees are not enough to sway employee’s perceptions of their jobs and 
their organisation, in the context of this study.  
With regards to the External Compliance HR attribution influencing job 
satisfaction at Casino Baccarat when the theoretical framework suggested no 
relationship, I suggested the hospitality industry’s reputation for unfair, unethical and 
even illegal workplace practices as an explicator of this finding in Chapter 4. 
Employees having this expectation disconfirmed could experience higher levels of 
satisfaction as a result. There were no explicit qualitative findings from respondents 
at Casino Baccarat in this regard, however it might not be something that employees 
are conscious of. In contrast, a few respondents at Casino Ace did specifically 
mention broken contractual promises as a source of disappointment, but not 
surprise. The broken promises had not caused these employees to consider leaving 
the organisation, instead the situation was just taken as ‘par for the course’.  
In terms of there being no significant relationship between the Internal Control 
HR attribution and service climate at Casino Baccarat, a few of the qualitative 
findings provide additional insight into this situation. Overall, it must be said that 
interview respondents did not perceive a climate for service at Casino Baccarat. 
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Concomitantly, controlling costs and extracting maximum value from organisational 
resources were identified as two key themes in forming HR attributions. Accordingly, 
it stands to reason that no relationship would exist quantitatively between these two 
variables, in the context of this study. 
5.7  Summary 
In this chapter I reported the results and discussion of the interview data 
analysis for the second, qualitative stage of this study. I reviewed the thematic 
coding process and provided a detailed description of the themes generated through 
three distinct analyses. In terms of forming HR attributions, one internal attribution 
(‘extracting maximum value’) and two external attributions (‘coping with remoteness’ 
and ‘limiting liability’) were identified. With respect to perceiving a service climate, 
interviewees paid attention to leadership, systems and training that was oriented 
towards service. In the final thematic analysis, the development of job-related 
attitudes (job satisfaction and organisational commitment) was influenced, both 
positively and negatively, by interaction with guests, co-workers and managers, 
support provided by the organisation, balance between work and non-work life, and 
the value of extrinsic rewards.  
The second two of the qualitative analyses (perceiving service climate and 
developing job-related attitudes) produced results that are well aligned with existing 
theory and the findings of other empirical studies, despite my original premise that 
the casino environment could possibly provide a unique context for the investigation 
of the study variables. There are other situational factors involved that combined to 
make the participating hotel casinos not comparable with the mainstream 
conceptualisation of a hotel casino. One of these factors is the remote location, with 
its attendant impacts on organisational size and patterns of market demand. Indeed, 
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coping with remoteness was identified as a theme in terms of employees making HR 
attributions, in the first qualitative analysis. The impact of a remote location on HR 
operations and practices could provide some explanation of the unexpected results 
in the first, quantitative stage of this study.  
With this idea in mind, in the following and final chapter of this thesis, I 
integrate the results of the two stages and interpret them in light of the three main 
research questions of this study. I outline implications for research and practice and 
acknowledge the limitations of the study.  To finish, I make some concluding remarks 
about the relevance, aims, design and findings of the study.  
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CHAPTER 6 – DISCUSSION AND CONCLUSION 
6.0  Introduction 
In this chapter, I present the conclusions of the thesis, beginning with an 
overview of the research. I summarise the key findings relating to the research 
questions and draw a number of conclusions based on these findings. I then discuss 
implications for research and practice, including some recommendations for industry 
practitioners and organisations that want to positively affect the attitudes and 
behaviours of their employees.  I acknowledge the limitations of the research design 
and offer suggestions for future research. Some closing remarks conclude the thesis.  
6.1  Overview of thesis 
The purpose of this research is to address the three overarching research 
questions posed in Chapter 1: 
RQ1: What is the influence of employee attributions of HR practices on job 
satisfaction and organisational commitment? 
RQ2: To what extent do employee perceptions of service climate explain the 
relationships between employee attributions of HR practices and job 
satisfaction and organisational commitment? 
RQ3:  What are the salient features of the casino working environment that 
have an impact on employee HR attributions, perceptions of service 
climate, job satisfaction and organisational commitment? 
To answer these questions, I undertook an exploration of employee HR 
attributions, job satisfaction, organisational commitment and perceptions of service 
climate in the Australian casino industry. The research process included an initial 
review of the literature which drew attention to, and argued for, a service 
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management perspective of the study of the casino industry. An inspection of the 
HRM literature accentuated the need to include employee perceptions (as opposed 
to managers’ reports) of organisational HR practices when assessing the relationship 
between HR systems and organisational outcomes. A review of the casino-specific 
literature highlighted a lack of attention paid to service management and HRM 
topics, despite the unprecedented growth in global competition for gaming and 
gaming-related services. 
Given the nature of the research problem, a sequential explanatory mixed 
methods design was justified. The research design included two stages: first a large 
quantitative study then a smaller qualitative study. In the first stage, I conducted a 
survey of employees at two Australian casino hotels, in order to collect data on 
employee opinions and attitudes towards their workplace, with a particular focus on 
attributions regarding HR practices and perceptions of service climate. I designed 
the quantitative study to gain insight into RQ1 and RQ2. In the second stage, I 
conducted face-to-face interviews with employees at the two casino hotels. I 
designed the qualitative study, as per the sequential explanatory process, to gain 
insight into RQ3 and also to gain a greater understanding and explanation of the 
results of the first study. In the next section I consider and discuss the results of both 
study stages holistically in light of the over-arching research questions.  
6.2  Conclusions regarding the research questions 
Three research questions were the focus of this thesis, as well as five 
hypotheses. In order to draw some conclusions regarding the research questions, 
each subsection below provides a summary of findings relevant to the particular 
research question, followed by a brief discussion as to the links, contributions and 
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significance to the extant literature. In review, the results of the hypothesis testing 
are summarised in Table 6.1.  
Table 6.1: Summary of hypothesis testing results 
Hypothesis Conclusion 
1a 
Employee attributions that HR practices reflect the organisation’s 
commitment to service quality and employee well-being will be 
positively related to job satisfaction. 
Supported 
1b 
Employee attributions that HR practices reflect the organisation’s 
desire to control costs and exploit employees will be negatively 
related to job satisfaction.  
Not supported 
1c 
Employee attributions that HR practices reflect the organisation’s 
need to comply with external and union requirements will be 
unrelated to job satisfaction.  
Partially supported 
2a 
Employee attributions that HR practices reflect the organisation’s 
commitment to service quality and employee well-being will be 
positively related to organisational commitment.  
Supported 
2b 
Employee attributions that HR practices reflect the organisation’s 
desire to control costs and exploit employees will be negatively 
related to organisational commitment  
Not supported 
2c 
Employee attributions that HR practices reflect the organisation’s 
need to comply with external and union requirements will be 
unrelated to organisational commitment. 
Supported 
3a 
Employee attributions that HR practices reflect the organisation’s 
commitment to service quality and employee well-being will be 
positively related to service climate perceptions. 
Supported 
3b 
Employee attributions that HR practices reflect the organisation’s 
desire to cut costs and exploit employees will be negatively 
related to service climate perceptions. 
Partially supported 
3c 
Employee attributions that HR practices reflect the organisation’s 
need to comply with external and union requirements will be 
unrelated to service climate perceptions. 
Supported 
4a Employee perceptions of service climate will be positively related to job satisfaction. Supported 
4b Employee perceptions of service climate will be positively related to organisational commitment. Supported 
5a Service climate will mediate the direct effect of the Internal Commitment HR attribution on job satisfaction. Partially supported 
5b Service climate will mediate the direct effect of Internal Commitment HR attribution on organisational commitment.   Partially supported 
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6.2.1  RQ1: What is the influence of employee attributions of HR practices on 
job satisfaction and organisational commitment? 
Building on research first introduced by Nishii et al. (2008), this thesis 
provides further evidence that how an employee perceives and interprets HR 
practices can influence their job-related attitudes (see also Bowen & Ostroff, 2004). 
As demonstrated by the hypothesis testing, the Internal Commitment HR attribution 
has a significant positive influence on job satisfaction and organisational 
commitment. Employees who interpret the HR ‘messages’ the organisation is 
sending them as a concern for employee welfare and a concomitant concern for 
customer service will tend to be more satisfied in their jobs and more committed to 
their organisation. This situation was reflected in the qualitative data, in that interview 
respondents reported that they felt more satisfied and committed when their 
organisation supported them through personal development opportunities, made 
them feel valued, provided the necessary equipment and resources to perform their 
roles and implemented systems and processes that helped rather than hindered 
service delivery.  
When HR strategies are geared towards enhancing the quality of service 
delivery, employees are seen as assets – as such, large investments are made in 
the development of employee skills and management focuses on motivating 
employees towards the achievement of quality-oriented goals (Schuler & Jackson, 
1987). In addition to strategic choices, HR systems can be driven by an ideology or 
underlying management philosophy regarding the treatment of employees – 
organisations that believe they have a responsibility for enhancing employee welfare 
tend to implement work practices that are aimed at developing employee skills, 
commitment and motivation (Osterman, 1994). The findings of the present research 
are therefore in accordance with social exchange theory (Blau, 1964) and the norm 
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of reciprocity (Gouldner, 1960) that suggest that higher levels of perceived 
organisational support (POS) will result in greater affective attachment to the 
organisation (Eisenberger et al., 1997; Shore & Wayne, 1993).  
In contrast, almost all hypotheses regarding the influence of the Internal 
Control HR attribution were not supported. When employees attributed 
organisational HR practices to a desire to cut costs and control employees, there 
was no influence on job satisfaction and organisational commitment. A few aspects 
of the qualitative analysis help to explain this result. First, themes relating to service 
quality or employee well-being emerged in terms of respondents making attributions 
about HR practices. Respondents generally perceived that their casino hotel was 
motivated by the desire to extract maximum value from its resources, by efforts to 
limit legal liabilities and by the need to cope with the nuances of operating in remote 
locations. This finding may shed light on the casino hotels’ service philosophy, as 
neither organisation, in the eyes of the study interviewees, appeared to consistently 
support and reward service delivery.  Hospitality organisations are renowned for 
hierarchical, autocratic organisational structures and a focus on keeping costs down 
(Haynes & Fryer, 2000). If employees have learnt to expect such an environment, 
especially given the particular circumstances of operating large 24/7 customer 
service enterprises in such locations, then it is not surprising that they do not appear 
to attend to cost cutting and control measures when making an assessment of their 
own job satisfaction and organisational commitment. Therefore, this finding also 
provides support for the ‘contingency’ perspective on HR systems (MacDuffie, 1995; 
Youndt et al., 1996). It appears that the effectiveness of the HRM system at the two 
casino hotels is influenced by specific contextual characteristics. A universal set of 
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HRM ‘best’ practices does not necessarily ‘fit’ the particular situation of these two 
organisations. 
A second aspect of the qualitative analysis that helped to explain the lack of 
relationship between Internal Control HR attributions and job-related attitudes was 
that respondents cited many features of their jobs that made them satisfied and 
committed that were unconnected to cost cutting and control issues. These features 
included the interaction with colleagues and guests, work-life balance and extrinsic 
rewards. Quite simply, for many respondents it was “just a job” (from the interview 
transcripts of Ahmed, Alexandra, Bella, and Blanche) that paid well and offered 
opportunities for rewarding social interaction and the pursuit of personal out-of-work 
goals. This finding runs in contrast to the oft-cited perceptions regarding hospitality 
employment, i.e., low pay and long, anti-social work schedules that increase the 
potential for work-family conflicts (Sturges & Guest, 2004). One of the strongest 
themes from the qualitative analysis in terms of forming HR attributions was that of 
‘coping with remoteness’ – anecdotal conversations with the HR managers and other 
senior managers at both casino hotels confirmed that there was substantial 
competition for scarce labour resources in the local market and as such the 
organisations had to offer conditions that made them more attractive than other 
potential employers in the area. It was apparent from the interviews that many 
employees recognised and took advantage of this situation. I return to the issue of 
‘remoteness’ at the end of this section.  
In terms of the External Compliance HR attribution, hypothesis testing 
provided some support for the notion that when employees attribute organisational 
HR actions to an external locus of causality (i.e., legal and other regulatory 
requirements), there is no influence on job-related attitudes. However, the findings 
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also indicated that, to some small degree, the External Compliance HR attribution 
could positively impact on job satisfaction. Again, the most likely explanation for this 
finding is the research context. Given that the hospitality industry has a reputation for 
engaging in unfair, unethical or even illegal workplace practices (Poulston, 2009), it 
follows that some employees might derive job satisfaction when they believe that 
their organisation has implemented particular HR practices, out of compliance with 
legal and other regulatory requirements. The expectation of hospitality employees 
might be that organisations attempt to avoid their externally mandated 
responsibilities, and a clear demonstration that the organisation is not shirking its 
legal duties could have a positive influence on job satisfaction.  
Thus, the results of the current research indicate that organisations can have 
most effect by sending messages to employees about service quality and 
commitment to employee well-being. This conclusion is consistent with the original 
research conducted by Nishii and her colleagues (2008), in that attributions 
regarding quality and employee enhancement had the strongest effect on job-related 
attitudes. In their study, the β value of the relationship between the quality and 
employee enhancement attribution and job-related attitudes was .7 (p < .01) while 
the β value of the relationship between the cost control and employee exploitation 
attribution and job-related attitudes was -.06 (p < .05). There is some evidence in this 
thesis that the particular context in which the research was conducted (i.e., the 
casino/hospitality industry in a remote location) influenced the impact of the Internal 
Control attribution. Notwithstanding, the significant and positive relationship found by 
Nishii et al. (2008) was only of a very small effect. In the only other study into HR 
attributions that has been published (at the time of writing), the effect of the control-
focused attributions on organisational commitment were not as strong as the effect 
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of the commitment-focused attributions (Fontinha et al., 2012). More studies into the 
differential influence of the various HR attributions are warranted.  
Alternative explanations exist regarding the impact of the remote location on 
the relationship between employee attributions and attitudes. Grounded in 
Schneider’s (1987) attraction-selection-attrition (ASA) framework, Solnet et al. (2014) 
introduced a three-dimensional model of person-environment (P-E) fit (see Figure 
6.1) that includes three different aspects of fit: person-job (P-J), person-organisation 
(P-O) and person-location (P-L). Empirical research into P-E has been extensive and 
typically focused on the micro-level (P-J) and meso-level (P-O) aspects of fit. An 
employee’s perceived fit with the location, a macro-level perspective, has rarely been 
considered in the literature and never simultaneously with the micro- and meso-
levels of P-E fit (Solnet et al., 2014). Solnet and his colleagues (2014) propose that 
employees will be differentially motivated by the three aspects of fit and will ascribe 
varying levels of importance to each. Thus, some employees may perceive a good fit 
to the job and to the organisation, but the fit to the location may be weak. Others 
may be strongly attracted to the location and the organisation, but not to the 
particular job role. The model in Figure 6.1 depicts eight potential combinations of 
strong/weak P-J, P-O and P-L.  
 Examples of these different combinations were apparent in the sample of 
interview respondents. Some were ‘locals’ (not necessarily born in the location, but 
long-term and committed residents who had developed a web of social and 
economic ties to the area) whose job was both compatible with their knowledge, 
skills and attributes (known as demand-ability fit, Cable & DeRue, 2002) as well as 
their psychological needs and preferences (known as need-supply fit) and whose 
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values were congruent with others in the organisation. These interviewees would be 
classified in Cell 1 of Figure 6.1 – a strong fit with P-J, P-O and P-L.  
 
Figure 6.1: Person-environment contingency model (Source: Solnet et al. 2014, p. 37) 
Other respondents were drawn to the location because it presented a good 
opportunity for career advancement in their job role with a large organisation that 
would likely provide further opportunities for advancement (and re-location) in the 
future. This type of employee would be classified in Cell 2 of Figure 6.1 – a strong P-
J and P-O fit, but a weak P-L link. Still other respondents had taken a job because it 
was perceived as a ‘foot in the door’ with a good organisation in a location that suited 
them (e.g., one respondent had followed her husband to the location, and needed to 
make a career change as her previous experiences did not match any roles that 
existed in the local labour market). This type of employee would be classified in Cell 
5 of Figure 6.1 – strong P-O and P-L fit yet a weak P-J fit. Other interviewees had 
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taken the job purely because of the location – either because of the opportunity to 
experience a unique part of Australia while being paid (“a busman’s holiday” in the 
words of one respondent), or because the remuneration for the job was much more 
attractive than anything they were capable of achieving in their ‘home’ location. 
These interviewees would be classified in Cell 7 of Figure 6.1 – a strong P-L fit but a 
weak P-J and P-O fit. The last combination of P-J/P-O/P-L found in the interview 
sample was a respondent that did not like working in hospitality but did so as a 
means to paying her way through university; did not agree with the way the 
organisation (and colleagues) chose to operate; and did not like the location but had 
been brought there with her family after they lost their status and wealth in the 
aftermath of the Bali bombings. This employee would be classified in Cell 8 of Figure 
6.1 – a weak fit in terms of P-J, P-O and P-L.  
 Solnet et al. (2014) offered propositions for each of the eight cells in Figure 
6.1 in terms of the likely effect on an employee’s propensity to: be attracted to a job; 
to accept a job offer; and to quit after accepting the job (as per the ASA framework). 
The findings of the two stages of this present research demonstrate another way in 
which the three-dimensional model could have applicability for future research, i.e., 
to what extent does a person’s simultaneous fit with a job, organisation and location 
impact on HR attributions and subsequent job-related attitudes? Based on the 
conceptual framework and findings of this study, it could be hypothesised that, for 
example, employees with the strongest combination of fit (i.e. Cell 1 of Figure 6.1) 
would perceive organisational actions more favourably, and therefore be more 
inclined to attribute HR practices to a concern for employee well-being. In this way, 
the perceived fit with the organisation could act as a moderator of the relationship 
between HR attributions and job-related attitudes.  
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6.2.2  RQ2: To what extent do employee perceptions of service climate explain 
the relationships between employee attributions of HR practices and job 
satisfaction and organisational commitment? 
Hypotheses 5a and 5b posited that service climate would mediate the 
relationship between HR attributions and job-related attitudes. As hypothesis testing 
demonstrated that only the Internal Commitment HR attribution had a consistent 
direct effect on the outcome variables, H5a and H5b were adjusted to only focus on 
this attribution. Testing provided partial support for the hypotheses. The evidence in 
support of the mediating argument is weak, at best. The argument that perceptions 
of service climate help to explain the relationship between attributions made about 
HR practices and job-related attitudes is not well supported by the evidence found in 
the current study. The lack of support for my original hypothesis could be as a result 
of the context of the study – hospitality organisations in regional and remote areas 
that struggle to attract the desired quantity and quality of employees. Thus, the 
conceptual framework proposed in this thesis did not fit the particular contingencies 
of the two study organisations. It is impossible to say if this situation is indeed a 
confounding influence. Further studies of this nature are needed before reaching a 
conclusive judgement on the matter.  
My study was designed and premised on the existing literature in the early 
stages of undertaking this research project. Since that stage, more work has been 
done to synthesise the body of knowledge on service climate. The latest literature 
reviews suggest a different perspective. My thesis operationalised the ‘positiveness’ 
(Bowen & Schneider, 2014) of service climate, otherwise understood as the mean of 
service climate survey items, which has been found to have strong and robust links 
to important outcomes such as customer perceptions of service quality, customer 
satisfaction and customer loyalty (cf. Borucki & Burke, 1999; Gebauer, Edvardsson & 
Bjurklo, 2010; Johnson, 1996). However, the ‘strength’ (Bowen & Schneider, 2014) 
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of service climate, where employees have consensus on what the climate is and low 
variance in employee perceptions is indicative of high climate strength, is now 
viewed as a significant moderator of the relationship between climate level (i.e., 
‘positiveness’) and subsequent outcomes. Research has shown that a high mean 
level of service climate is significantly related to important organisational outcomes. 
Yet when there is low variance in the perceptions of climate across groups of 
employees, the relationship between service climate and the dependent variables is 
significantly higher (Bowen & Schneider, 2014). The size of the sample in the current 
research did not allow for a robust examination of the effect of service climate 
‘strength’, yet the recent literature suggests that ‘strength’ will moderate the 
relationships between HR attributions and job attitudes, rather than service climate 
‘positiveness’ mediating the relationship, as I hypothesised in the current study.  
6.2.3  RQ3: What are the salient features of the casino working environment 
that have an impact on employee HR attributions, perceptions of service 
climate, job satisfaction and organisational commitment? 
I investigated the third and final research question through the qualitative 
analysis of Stage 2. With qualitative research, the context and sampling frame of the 
study limits generalisability of the research findings (Bachiochi & Weiner, 2004). It is 
certainly the case in this thesis that I cannot draw conclusions that will apply to all 
other contexts. Nevertheless, the results of the second study helped to explain the 
particular findings of the initial quantitative study and I can draw conclusions 
regarding RQ3 that relate specifically to the context in which this research project 
was undertaken.  
In terms of forming HR attributions, three main themes were identified: 
‘extracting maximum value’, ‘limiting liability’ and ‘coping with remoteness’. To the 
interview respondents, controlling costs and maximising the productivity of deployed 
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resources was the most obvious motivator of organisational HR practices. 
Interviewees often reported that they formed this perception as a result of direct 
messages from their immediate supervisor or manager (e.g., “the boss keeps saying 
we’re operating quite lean”, Alexandra, Admin; “they constantly tell us […] keep the 
pay rate down”, Barbara, F&B). Another influential signal is how resources were 
operationalised, particularly with respect to the scheduling of staff. These two 
examples of how attributions are formed, relate to leadership and systems support, 
which are both considered to be foundational conditions for the formation of a 
service climate (Bowen & Schneider, 2014). The findings of the current research 
lend weight to the argument that it is not just about what HR practices are, but how 
they are operationalised, communicated and then interpreted by employees who will 
most influence organisational outcomes (Bowen & Ostroff, 2004).  
The ‘coping with remoteness’ theme was seen differentially by interviewees 
as something that the organisation could control (internal locus) or something that 
the organisation was subjected to (external locus). Either way, the remote location of 
the two participating casino hotels appears to be a substantially influential factor in 
determining not only organisational HR practices but also employee reactions to 
them. Zampoukos and Ioannides (2011) posed the question of whether place 
‘matters’ when examining tourism and hospitality employment – the findings of this 
thesis support the contention that location is an important variable in understanding 
workplace phenomena (Solnet et al., 2014). More generically, the ‘remoteness’ 
theme could be conceived of as an external HR attribution where the organisation is 
perceived to be ‘responding to the environment’. As such, this newly identified 
attribution presents an interesting expansion to the original typology presented by 
Nishii et al. (2008).  
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With respect to forming perceptions of service climate, the qualitative analysis 
identified three key themes: ‘service leadership’, ‘service systems’ and ‘service 
training’. These three themes are strongly aligned with the three foundational 
conditions for service climate (Bowen & Schneider, 2014): leadership, systems 
support and HR practices (in the current study, training is the most salient HR 
practice for respondents). The identified themes are also consistent with previous 
studies that have sought to characterise the dimensionality of the service climate 
construct (e.g., Lytle et al., 1998; Schneider et al., 1998). Thus, the present research 
suggests that there is nothing substantially unique about the casino hotel working 
environment that causes employees to form their service-related perceptions in a 
different manner to employees of non-casino hotels or indeed other types of service 
businesses. On the basis of the qualitative analysis in this thesis, the temptation is to 
repudiate the suggestion of Kralj and Solnet (2010) that there are particular internal 
dynamics and contextual factors in a casino organisation that may impact on service-
related issues in a way that is not replicated in other types of service organisations. 
A more cautious conclusion is that there is insufficient empirical evidence thus far to 
make a claim either way that casino hotels are sufficiently distinct workplaces – a 
comparison study of casino hotels against non-casino hotels and even non-
hospitality service businesses would help to gain further insight into this issue.  
The themes related to developing job satisfaction and organisational 
commitment included ‘interaction with others’, ‘organisational support’, ‘work-life 
balance’ and ‘extrinsic rewards’. Wittmann (2006) reported on the existence of a 
social ‘casino family’ and this notion is certainly reflected in the qualitative results as 
a source of job satisfaction – interviewees repeatedly commented favourably on 
relationships with colleagues and guests. At the same time though, a form of ‘power 
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distance’ exists between management and employees at the participating casino 
hotels and this imbalance was sometimes a source of perceived inequity and 
disharmony. This situation is indicative of hospitality businesses that have a 
tendency towards hierarchical and autocratic management styles (Haynes & Fryer, 
2000; Gursoy, Maier & Chi, 2008). It also resonates with the ‘us and them’ attitude 
towards management reported by Wittmann (2006) in her study of casino employees 
in Mississippi, as well as the hostile reception from casino employees reported by 
casino managers in an Australian study (Kralj & Solnet, 2010). Nonetheless, 
previous research has suggested that casino hotels are attractive workplaces due to 
the higher levels of remuneration relative to other hospitality or ‘low skill’ jobs 
available in the labour market (e.g., Kale, 2007; Kralj & Solnet, 2010; Wittmann, 
2006) and this thesis provides additional support to the idea. Although there may be 
a debate about the importance of extrinsic versus intrinsic factors in determining the 
job satisfaction of hospitality employees (Chuang, Yin & Dellmann-Jenkins, 2009), it 
is evident from this thesis that both are important characteristics.  
6.3 Implications for research 
Implications for service climate and HRM researchers are evidenced in this 
present research. Investigations into service climate have appeared in the literature 
since the early 1980’s and have become particularly prolific in the past decade (e.g., 
Bowen & Pugh, 2009; Brown & Lam, 2008; Dean, 2004; Hong et al., 2013; Liao & 
Chuang, 2004). Interest in HRM has been prevalent in the literature since the term 
was coined by Peter Drucker in 1954 and in recent decades the focus has changed 
from a more ‘personnel management’ perspective where the emphasis was on 
minimising costs and maximising efficiencies to a more macro-level organisational 
approach which is primarily concerned with enhancing performance (Hoobler & 
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Johnson, 2004). The effort to link the HRM and service management research has 
only recently been forthcoming. The lack of such linked empirical research in the 
context of the hospitality industry is noticeable (with some rare exceptions, e.g., 
Chand 2010; Maxwell, Watson & Quail, 2004; Tsaur & Lin, 2004). Even less of this 
type of linked research exists for the casino industry (see Bai et al. 2006 for one 
example). Given the importance of employee and customer satisfaction to hospitality 
enterprises in improving financial performance and maintaining a competitive 
advantage (Chi & Gursoy, 2009), further HRM-service linkage research is justifiable.  
This thesis also has implications for researchers interested in the ‘black box’ 
of HRM (Nishii et al., 2008) – although there is wide acceptance of why HRM is 
important in achieving superior performance and a sustainable competitive 
advantage, it is still rather unclear precisely how HRM contributes to organisational 
performance (Bowen & Ostroff, 2004). Previous research has provided an indication 
that HR practices do have a positive influence on organisational performance (e.g., 
Becker & Huselid, 1998; Ferris et al., 1998; Khilji & Wang, 2006). However, the 
majority of research that has attempted to link HR practices with organisational 
performance has relied on managerial reports of such practices (Lepak et al., 2006; 
Liao et al., 2009). Bowen and Ostroff (2004) suggested that employee perceptions of 
HR practices are likely antecedents of attitudes and behaviours. The present 
research supports Bowen and Ostroff’s (2004) assertion by examining the impact of 
HR practices on employee attitudes through the lens of employees’ subjective 
perceptions and interpretations. The inclusion of employee perspectives on HR 
practices has presented an interesting platform on which to examine the HRM-
performance linkage. Researchers can gain value from the findings of the present 
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study, especially in the potential for further investigation of how employees perceive 
and interpret organisational HR actions.  
This research also provides evidence that boundary conditions likely exist that 
influence the relationship between HR practices and employee/organisational 
outcomes. An employee’s rationale for choosing a particular job may influence their 
perceptions of organisational practices and subsequent reactions to these practices. 
The literature on person-environment fit has recently been extended to include a 
consideration of the impact of location on an assessment of fit (Solnet et al., 2014). 
The current study constitutes a scenario in which the remote location of the 
participating casino hotels may influence the results found. This situation is 
particularly important for researchers interested in the tourism and hospitality 
workforce – demand for travel to remote locations is growing substantially as ever 
greater numbers of tourists flock to “idyllic and isolated” destinations (Robinson et 
al., in press, p.2) yet adequate and appropriate labour supply at these destinations is 
likely to be mismatched. An implication from this study is that there is a need to 
include person-location fit in a holistic assessment of person-environment fit and 
then link the influence of these factors on job-related attitudes to the HRM-
performance relationship.  
6.4 Implications for practice 
This research provides important implications for industry practitioners. To 
engender a climate for service, organisations must pay attention to the messages 
that employees are interpreting through organisational HR decisions and actions. 
This research has demonstrated that the locus of causality is relevant to this issue. 
When an employee makes an interpretation that the organisation is acting out of 
compliance to legal and other external regulatory requirements (an external locus of 
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causality), the desired perceptions of service climate or not likely to eventuate. 
Messages that cause employees to believe that an organisation is actively choosing 
(an internal locus of causality) to implement particular policies will have a greater 
effect on perceptions of the organisational climate. In order to create a positive 
service climate, it is apparent from this present research that employees need to 
believe that HR practices are being implemented because the organisation cares for 
employees and customers.  
An integral part of creating this belief in employees hinges on how employees 
are recruited, selected and then ‘socialised’ to the organisation (cf. Ulrich, Younger & 
Brockbank, 2008). Exemplar companies in hospitality pay careful attention to the 
experiences that their employees have in the workplace (Solnet et al., 2010). The 
Ritz-Carlton operates a ‘Gold Standards’ program that clearly sets out the company’s 
expectations of its employees. A key aspect of this program is the Ritz-Carlton’s 
‘Credo’: “we are ladies and gentlemen serving ladies and gentlemen” (Michelli, 
2008). One action that Disney undertook in order to emphasise its core purpose (i.e., 
creating happiness for people of all ages) to its employees was to be very specific in 
the language it uses internally - being on duty is known as being on ‘stage’, 
employees are known as ‘cast members’, their shifts are ‘performances’, job 
descriptions are ‘scripts’, and the HR department is referred to as the ‘casting’ 
department (Solnet et al., 2010).   
Policies and procedures determined at the organisational level cannot alone 
engender a climate for service, or necessarily contribute directly to employees’ job-
related attitudes. Managers would benefit by ensuring that the messages that they 
are sending to employees through their actions and behaviours are consistent with 
their organisation’s HR strategy and guiding philosophy towards the treatment of 
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employees. A service-oriented climate does not exist unless it is perceived by 
employees, and it is the attitudes and actions of management that will likely be the 
most proximal determinant of such perceptions. Indeed, some evidence suggests 
that it is the actions of direct supervisors and managers that most influence the 
perceptions, attitudes and behaviours of employees (Zohar & Tenne-Gazit, 2008). In 
the same way that customers equate the employee who is delivering the service with 
the quality of the entire service experience (Bitner, 1990; Patterson & Baron, 2010), 
employees will equate the way they are treated by their direct supervisor with the 
intentions of the organisation as a whole. In order to learn more about how 
employees perceive the actions and behaviours of those that they report to, and to 
thereby monitor the effectiveness of their junior to mid-level management in 
supporting an employee and customer-oriented philosophy, organisations could 
utilise the 360 degree feedback process (Bracken & Church, 2013). The 360 degree 
technique considers the opinions of direct reports, peers, customers and 
subordinates in order to assess a manager’s overall performance of their role.  
Job satisfaction and organisational commitment are derived from both 
extrinsic and intrinsic factors, as evidenced by the results of the qualitative study. 
Both of the casino hotels in this study paid above average wages, and this was often 
reported by interviewees as source of positive affect. However, interviewees also 
reported a lack of organisational and supervisory support as a source of disaffection 
and turnover intent. Hospitality organisations that attempt to use high wages as a 
means of attracting quality staff need to also pay attention to the experience that 
employees have within the organisation, as a result of interaction with supervisors as 
well as organisational policies and procedures.    
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Large hospitality organisations operating in remote locations often find 
themselves ‘stuck between a rock and a hard place’ in terms of sourcing adequate 
numbers of appropriately skilled employees to deliver consistent levels of quality 
service to customers. Extreme shifts in seasonality only serve to exacerbate the 
situation (Solnet et al., 2014). In this present research there was evidence that the 
two participating casino hotels often employed an (albeit unspoken) policy of ‘two 
feet and a heartbeat’ when recruiting and selecting staff. Consideration of the factors 
that attract candidates to a job (i.e., the organisation, the job, the location) could 
enable organisations in remote locations to make better choices in terms of who to 
select and which job roles to allocate – this approach may involve ‘marketing’ the 
organisation, job or location differently in order to broaden the size and quality of the 
pool of potential candidates (Solnet et al., 2014). However, the organisation must 
take care not to ‘over-promise and under-deliver’ in terms of the pledges it makes to 
potential recruits.  
 
6.5  Limitations 
I acknowledge the shortcomings in the conceptualisation and design of this 
thesis, related to both perspective and method. The discipline of organisational 
psychology concentrates on internal processes and employee outcomes – this 
perspective is largely reflected in my research. Yet senior managers customarily 
demand performance outcomes that reflect directly on the financial results of the 
organisation. Although other key metrics are often assessed (e.g., customer 
satisfaction ratings and operational efficiencies), it is the bottom line that is of most 
interest to executives. The Balanced Scorecard approach (Kaplan & Norton, 1992) to 
performance management includes financial, customer, internal processes, and 
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learning and growth measures, yet financial measures are usually given the highest 
weighting (Evans, 2005; McPhail, Herington & Guilding, 2008). Linking the streams 
of research that focus on internal issues with those that focus on financial 
performance has been operationally problematic, yet is gaining empirical strength, as 
evidenced by frameworks such as the service-profit chain and linkage research 
(Dietz et al., 2004; Heskett, Sasser & Schlesinger, 1997; Wiley, 1996). Recent 
research in service management is demonstrating that service organisations that 
create processes where employee attributes, attitudes, behaviour and consequences 
are considered integral to service delivery will benefit from subsequent positive 
impacts on financial performance and market share (Schneider et al., 2009).  
I also acknowledge the sampling limitations of the research design and the 
impact on the generalisability of the results. A probability sampling technique would 
have enhanced the sampling method and increased the generalisability of my 
research findings. Despite the use of a non-probability, convenience sampling 
method, I acquired a sample that was relatively representative of the two 
participating casino hotels.  
My research was, however, limited by the choice in terms of the selection of 
participating casino hotels. The limited number of casino hotels operating in the 
Australian market meant that when the largest casino operator in Australia cancelled 
the negotiated survey arrangements, the options to acquire a sufficiently large 
sample in order to address the research questions were immediately restricted. I was 
fortunate in gaining the support of two alternative casino hotels, although the 
particular location and size of each casino hotel had an obvious influence on the 
results. The casino hotels that participated in the current research cannot be deemed 
indicative of a ‘typical’ casino hotel, either in the Australian market or internationally. 
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Nevertheless, the operating realities of the two casino hotels uncovered some 
interesting findings that in themselves are worthy of further research.  
Despite surveying over 50% of the employee population at Casino Ace and 
almost 50% at Casino Baccarat, the sample sizes proved too small to fully 
investigate some aspects of the relationships within the dataset using structural 
equation modelling. For example, a comparison of the responses by manager versus 
frontline employee, or across the three main departments (casino, hotel, food & 
beverage) would have provided more insight into the nature of relationships between 
the key study variables. 
6.6  Future research 
The outcomes of this present research point to a number of potential avenues 
for progressing similar research. Firstly, further examination could be undertaken to 
assess the effect of employee perceptions of HR practices on employee attitudes. 
Only two published studies exist, that I am aware of, that investigate the impact of 
HR attributions on job-related attitudes. Along with my current research, there is 
evidence that there is a positive relationship between employees making attributions 
that their organisation has implemented particular HR practices out of a concern for 
customer service and employee well-being and those employees’ job satisfaction 
and organisational commitment. While the first two published studies found a 
negative relationship between employee attributions that the organisation is 
attempting to cut costs and control employees and job-related attitudes, my research 
found no relationship between these variables. Each of the three studies was 
conducted in a different industry and even cultural context: Nishii et al. (2008) 
collected data in a large supermarket chain in Japan; Fontinha et al. (2012) surveyed 
the employees of outsourcing companies in the Portuguese information technology 
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sector; and my study is based in the Australian casino industry. It appears that 
employee HR attributions could form a useful concept for further investigation of the 
link between HR practices and organisational outcomes, but more research is 
needed to validate the construct and tease out the boundary conditions under which 
the hypothesised relationships hold true.  
The current study can be extended both methodologically and theoretically. 
An examination of group-level effects is a key example, i.e., to what degree are an 
individual’s HR attributions shared by the group, and how does this unanimity (or 
lack of) impact on group-level outcomes? This idea is based in Mischel’s (1976) 
concept of ‘situational strength’ and Bowen and Ostroff’s (2004) proposed model of a 
‘strong’ HRM system. When individual perceptions and psychological climates are 
commonly shared amongst group (work unit) members, consensus and consistency 
are achieved. This concord in turn leads to a better prediction of unit-level outcomes. 
Extending the conceptual framework of the current study to include group-level 
behaviours (e.g., organisational citizenship behaviours, extra-role behaviours, or 
discretionary efforts) and customer perspectives (e.g., satisfaction, re-purchase 
intentions, and affective loyalty) would provide additional insights into the impact of 
HR attributions in the causal chain linking HRM and organisational performance. 
Such an extension would require multiple sources of data from different levels of the 
organisation: from employees, from unit-level managers and from customers. With a 
large enough dataset, it would then be possible to compare different units within the 
organisation.  
Indeed, this current study is limited by an internal perspective on the 
organisation. It would be beneficial to link internal dynamics to key indicators of 
organisational performance (e.g., market share and financial performance). While it 
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is generally accepted that well designed work practices will lead to positive employee 
experiences which will in turn lead to customer satisfaction, loyalty and retention, 
and this situation in turn will lead to superior company performance in the 
marketplace, this complete chain remains largely untested. Particular links in this 
causal chain have been empirically tested and supported, but testing the chain in its 
entirety, over a range of companies and a span of time, could provide the kind of 
evidence to industry practitioners that investments in people pay off in the long run.  
The influence of location on employee attitudes and behaviours is a fecund 
area for further investigation. As yet, the literature has not given much consideration 
to locational issues when considering the person-environment fit (Solnet et al., 
2014). This lack of research exists despite there being a multitude of situations 
where location could ‘make or break’ an employee’s or an organisation’s success at 
recruitment, selection, performance and retention. Remote locations in tourism and 
hospitality are just one example, but the mining industry and expatriate assignments 
are also valid examples. The current research provides an indication that location 
does impact on job-related outcomes. More research in this area is warranted.  
Finally, the original premise for the context of this thesis – that there are 
distinctive conditions in the casino industry that influence work practices, employee 
attitudes and behaviours and service-related outcomes – remains largely 
unanswered. Based on the unique characteristics of the participating casino hotels, it 
would be unwise to generalise to other casino hotels in Australia or around the world. 
More research across a range of industry contexts and organisation sizes is 
required. This empirical evidence would then allow for drawing conclusions relating 
to the uniqueness, or otherwise, of employment in the casino industry.  
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6.7  Concluding remarks 
The findings of this thesis demonstrate the utility of including employee 
perceptions of HR practices in the causal chain between organisational actions and 
employee reactions. This result is one of the major contributions of my study. 
Although the concept of HR attributions has not yet gained traction in the literature, 
the evidence provided here indicates that it is a valuable construct to investigate 
further. All human beings start asking the ‘but why’ question from a very early age – 
as we age we continue asking this question in an attempt to better understand our 
environment so that we can react accordingly. It follows that we ask these questions 
about the actions of the organisation that we work for and that we adjust our 
attitudes and behaviours in response to the answers that we surmise. 
While there were limitations and difficulties in obtaining a sufficiently large 
sample for this study, the data I collected proved sufficient in examining the main 
research questions and hypotheses posed in this thesis. Although it was not 
originally planned to collect data from casinos operating in remote locations, the 
geographic context obviously impacted on the results. This finding is another major 
contribution of my study, albeit unexpected, pointing to a gap in theory and 
understanding that needs to be addressed with future research.  
Finally, I cannot over-state the importance to the hospitality industry of an 
organisational orientation towards high quality service. The industry (anecdotally at 
least) has largely concentrated on short-term financial measures of success, at the 
expense of customer and employee concerns that could prove to benefit hospitality 
businesses into the long-term. Individual enterprises that resist the temptation to 
focus only on the short-term stand to position themselves ahead of their competitors 
and create a sustainable advantage. My thesis is one attempt to provide the 
foundation of evidence that can encourage industry practitioners to adopt Vargo and 
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Lusch’s (2004a, 2006) service-dominant logic approach to business management. I 
hope that my thesis will encourage further research, knowledge and insights into an 
area that seems intuitive, but hitherto has been empirically elusive.  
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CHI-SQUARE ANALYSES OF SAMPLE DEMOGRAPHICS 
 
Age. Table A2.1 shows the cross-tabulation results of the age characteristics 
of the two groups. The chi square statistic for this table is significant (χ2 = 27.14 df = 
5, p < .001) indicating that there is a difference in the distribution of age across each 
casino hotel. Inspection of the table reveals that Casino Ace has a greater proportion 
of employees in the 18-22 age bracket, while Casino Baccarat has a great proportion 
of employees in the 47-66 age bracket. This difference is to be expected. While both 
properties are located in regional areas that attract a lot of transient employees on 
working holidays, Casino Baccarat is located in an area that is more stable in terms 
of its permanent resident population and therefore has more employees who 
consider their job as a career or a long-term investment.  
Table A2.1: Age of respondents by casino hotel 
Casino Hotel < 18 18-22 23-27 28-32 33-46 47-66 
Casino Ace 1.4% 21.6% 28.1% 19.4% 24.5% 5.0% 
Casino Baccarat 0.0% 9.9% 24.7% 18.4% 28.6% 18.4% 
Total 0.5% 13.5% 25.7% 18.7% 27.3% 14.2% 
 
  
 Gender. Table A2.2 shows the cross-tabulation results of the gender 
breakdown of the two groups. The chi square statistic for this table is not significant 
(χ2 = .87 df = 1, p = .352) indicating that there is no significant difference in the 
distribution of gender across each casino hotel.  
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Table A2.2: Gender of respondents by casino hotel 
Casino Hotel Male Female 
Casino Ace 48.2% 51.8% 
Casino Baccarat 53.0% 47.0% 
Total 51.5% 48.5% 
 
Tenure. Table A2.3 shows the cross-tabulation results of the tenure 
characteristics of the two groups. The chi square statistic for this table is significant 
(χ2 = 15.21 df = 5, p = .01) indicating that there is some difference in the distribution 
of tenure across properties. Inspection of the table shows that the differences are not 
great, yet Casino Ace has slightly more representation in the shorter tenure 
categories (i.e., those with less than 2 years of tenure) while Casino Baccarat has 
slightly more representation in the longer tenure categories (i.e., those who more 
than 2 years of tenure). This difference is not surprising given the age breakdowns 
presented earlier and the reasons put forth for this earlier finding.  
Table A2.3: Tenure of respondents by casino hotel 
Casino 
Hotel < 6 mths 
6 mths - 1 
yr 1 - 2 yrs 2 - 5 yrs 5 - 10 yrs 10+ yrs 
Casino 
Ace 33.1% 16.5% 18.7% 19.4% 10.1% 2.2% 
Casino 
Baccarat 25.0% 11.2% 13.8% 26.0% 16.1% 7.9% 
Total 27.5% 12.9% 15.3% 23.9% 14.2% 6.1% 
 
 
Work department. Table A2.4 shows the cross-tabulation results of the 
distribution of respondents by primary work department across the two groups. The 
chi square statistic for this table is not significant at p = .01 yet it is significant at p = 
.05 (χ2 = 8.63 df = 3, p = .04). This indicates that there is a small difference in the 
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distribution of work departments across properties. Inspection of the table shows that 
Casino Ace is slightly more represented by respondents from the Hotel department 
while Casino Baccarat is slightly more represented by respondents from the Casino 
department. Both samples are almost identically represented by respondents from 
the F&B and ‘Other’ departments. This finding stands to reason, as the casino at 
Casino Ace is of a slightly smaller scale with shorter operating hours. Concomitantly, 
the hotel at Casino Ace is comparable in size and services offered to the hotel at 
Casino Baccarat. Naturally, Casino Ace has a higher proportion of Hotel employees 
than Casino employees and this is reflected in the cross-tabulation results.  
Table A2.4: Work department of respondents by casino hotel 
Casino Hotel F&B Hotel Casino Other 
Casino Ace 39.6% 24.5% 22.3% 13.7% 
Casino Baccarat 41.4% 14.1% 31.3% 13.2% 
Total 40.9% 17.4% 28.4% 13.3% 
 
Employment position. Table A2.5 shows the cross-tabulation results of the 
distribution of employment position across the two groups. The chi square statistic 
for this table is not significant (χ2 = .103 df = 1, p = .75), indicating that there is no 
difference in the distribution of employment position across properties.  
Table A2.5: Employment position of respondents by casino hotel 
Casino Hotel Non-supervisory Supervisory 
Casino Ace 71.2% 28.8% 
Casino Baccarat 72.7% 27.3% 
Total 72.2% 27.8% 
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Employment status. Table A2.6 shows the cross-tabulation results of the 
distribution of employment status across the two groups. The chi square statistic for 
this table is not significant at p = .01 yet it is significant at p = .05 (χ2  = 6.62 df = 2, p 
= .04). This indicates that there is a small difference in the distribution of employment 
status across properties. Inspection of the table shows that Casino Ace is slightly 
more represented by casual employees while Casino Baccarat is slightly more 
represented by full-time employees. Both properties are affected by large swings in 
business volume due to seasonality, yet Casino Baccarat still has a greater local 
base of business to rely on during the low season. For this reason, Casino Baccarat 
is more able to create full-time positions to encourage employee retention than is 
Casino Ace. This situation is also reflected in the cross-tabulation results of 
employment tenure. 
Table A2.6: Employment status of respondents by casino hotel 
Casino 
Hotel Casual Full-time Part-time 
Casino 
Ace 52.5% 46.0% 1.4% 
Casino 
Baccarat 39.5% 58.9% 1.6% 
Total 43.6% 54.9% 1.6% 
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CONFIRMATORY FACTOR ANALYSIS OF ALL STUDY VARIABLES 
 
Scale Items Standardised loadings 
t 
values 
HR attribution - internal commitment   
Hiring choices […] to help employees deliver quality service .79 17.95 
Pays employees […]  to help employees deliver quality service .75 16.70 
Schedules employees […] to help employees deliver quality service .74 16.40 
Provides training […] to help employees deliver quality service .71 15.53 
Hiring choices […] to promote employee well-being .84 23.18 
Pays employees […] to promote employee well-being .80 18.27 
Schedules employees […] to promote employee well-being .79 17.84 
Provides training […] to promote employee well-being .79 17.95 
HR attribution - internal control   
Hiring choices […] to try to keep costs down .50 7.51 
Pays employees […] to try to keep costs down .51 7.61 
Schedules employees […] to try to keep costs down .50 7.50 
Provides training […] to try to keep costs down .52 7.72 
Hiring choices […] to get the most work out of employees .66 8.25 
Pays employees […] to get the most work out of employees .69 8.52 
Schedules employees […] to get the most work out of employees .67 8.40 
Provides training […] to get the most work out of employees .61 8.01 
HR attribution - external compliance   
Hiring choices […] because they are required to by law .58 9.23 
Pays employees […] because they are required to by law .71 10.53 
Schedules employees […] because they are required to by law .81 11.06 
Provides training […] because they are required to by law .61 9.56 
Job satisfaction   
In general I do not like my job (R)  .78 21.46 
All in all, I am satisfied with my job .90 28.84 
In general, I like working here .93 29.35 
Organisational commitment   
I would be very happy to spend the rest of my career with XXX Casino .80 20.67 
I feel a strong sense of belonging to XXX Casino .86 23.78 
XXX Casino has a great deal of personal meaning to me .86 23.77 
I feel as if XXX Casino's problems are my own .77 19.79 
I really feel like 'part of the family' at XXX Casino .85 23.01 
I do not feel emotionally attached to XXX Casino (R)  .67 16.08 
Note: all loadings are significant at p>.001 
(Table continues on next page)   
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Scale Items Standardised loadings 
t 
values 
Service climate   
How would you rate the job knowledge and skills of employees at XXX 
Casino to deliver superior quality and service? .67 12.83 
How would you rate efforts to measure and track the quality of work and 
service at XXX Casino? .78 14.67 
How would you rate the recognition and rewards employees receive for 
the delivery of superior work and service? .75 14.26 
How would you rate the overall quality of service provided by XXX 
Casino? .75 14.20 
How would you rate the leadership shown by management at XXX 
Casino in supporting the service quality effort? .83 15.49 
How would you rate the effectiveness of XXX Casino’s communications 
efforts to both employees and customers? .81 15.15 
How would you rate the tools, technology, and other resources provided 
to employees to support the delivery of superior quality work and 
service? 
.68 12.99 
Note: all loadings are significant at p>.001     
 
 
 
